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1Veeds,Assessment of Small and Medium Enterprises 

Summar 

	

‘:2 	The ON-SITE/À . LA SOURCE program is an Innovative businèse-government partnership that • • has been uniquely successful in meeting the needs of industryand creating value-added 
In. 	 employment opportunities for young proféseionals. :Many workplaces have unrecogniZed:neéds for • 
(g. 	 specializedihuman resources: by placing individuals 'on-site in these Workplaces for six rnonths, 
eie 	. 	ON-SITE *demonstrates the benefits of-augmenting human resdurces.' As 'a result, à third of 

- 	 ' • « participating  employers  end  up hiring their  ON SITE  employees into new  positions, .while another 
• 40 percent of the employees find emplbyinent elSewhere in - their field: 

• . , • Rédogniling that  ON SITE  has significant -untapPed Potential to assist Small and medium 	• 
• enterprisés r (SMEe) in strategic areae, Industry Canada and the Canadian Manufacturers' 
10. 	 Association -  (CMA)''co-funded an assessment of SME needs that could be servided through the 
• program: The objective of this assessirrent- was to 'identify activities that Cut across *Many 
•

- 	 séctore*, where the provision  of human reeouroes dan help SMEs imprgvé their competitiveness. 
• : 	andprOductivity, and WhiCh suit theiskills of rinempIdyed young profeesionals. The  most  • i prOrnising of these activities were ihvestigated .:in-dePth. 	. 	 •' 	. 

. 	 . 

2. 	Methodology 	 . 	 . 	• 	.. 

The assessment methodology consieted Of tWo phasee. Phase I included.a scan of the  opinions of . 
experts and of a sample of SME executivee.. Phase. II consisted of a national mail survey.of - 
senior executives with SMEs in five economic Sedtgre. 2 	• 	. 

The major issues for ell-Of the consultations,  whether condUcte.d in-peredru,.-bY telephone  or  by 
Mail, were the needs and priorities of SMEs With respect to achiWng business grovvth, their 
capacities to achieve thisgrOwth-, satisfaction with.current capaçitiee incluçling human resourCes,' 

: the efficady of human resource  solutions  to overcome current problerns or barriers to growth,  the 
labour market for highly qùalified Young professionals; both in general and withspecifiC 

• companies, and thé potential for a work experiende prOgramlôr yolung professionals. - , 	 „ 
The stùdY rnethodology was designed.tb conforrn to thé highest induetry  standards for  

. questionnaire design, sampling and data analYsie, Wherever possible, standardized definitions': 
werè used for.key concepts such as industrial sector and dompany size: .  Standardized methods 
and concepts  also used in the development of sèVenqioint sdales and other  types of . 
categorical survey- questions.. The increinental nature of the design, in:*which each subsequent 
phase Was built upon the results of the prededing mirk, served to ehhance data quality and the 
integrity of the final resulte': . • . . 

• • 	. 	Now the Alliance of:Manufacturers & Exporters•Çanada: 
The  sectors were manufactunng,  transportation  and  communications ; construction,  finance, insurance and real 

• , 	 , 	• estate; and services: The aamplè design wa's a stratified randoin sample, With stratification :b both economià a 	. . seçtor and conipany size: 	small Companies With bétiteen  20 and 250 fulltime.employées and medium sized • 
dim 	 , • I 	' 	 companies With . betWeen:251 and 500 erilPloyees: 	 : 	• 

Alliance/EN 



Needs Assessment of Small and Medium Enterprises 

Phase I inVolved a preliminary scan of expert opinion  .as wéll as an in-depth indùstry scan. The 
preliminary scan involved telephone and in-person contacts with approxirnately 40 government 

. and industry association representatives, humari resource and labour market specialists "and 
sùbject aréa specialists.. The indepth - industry scan ékplored the same .  issues through a survey 
of" 200 SMa executives and senior managers; the survey was.also sent tO'the .  boards of directors 

. of provincial manufàcturers' associations. 

The Phase 11 national survey included five separate compônéntS or subjéct areas corresponding 
_to the top industry priorities identified in Phase I. The five subject,areas were iticOrporated into 
three survey questionnaires. sent Ida total of 4,600 cOmpahies in five sectors; 

Part 1: PraClical Computer Applications for Business : 
..A. Computer  Needs for Management .and Administration 
B. Computer Néeds for Marketing and Communications 
Part 2: New Market Development and Exporting 
A. Export Market'Developrhent 
B. Dorne -stic . Market Development 
Part 3: CuSlomer  Service  

The final responsé rate was 16.5 . per  cent—one in six of the senior SME exeCutives and principals 
in the sample. A comparison of the resultS of the survey with results from a telePhone survey of 
pon-respondènts indicated that the response saniple was repreSentatiVe Of the SME population in 
terms of .human resourcé practices as -théy relate to•Youth: 

. 3. 	Findings frorn Phase I .Scan of Expert Opinion 	. 
Most SMES respOnding to the initial survey agreed that ydung professionals have not had the 
opportunities they'need to gain practical work ekperience once théy completé their education, and . 

 balieved that young people need,some type of help to enter the mirk force.' 

Respondents were asked to . rate the importance of 12 different  factors  that could  affect  thé 
growth °and cdmpetitiveness of their businesses Ovar.,the next.thrée to five years. 

• Imprdved custoriner service was râted the most importent factor. 

• , Other  factors  given high ratings by employers were 
better  use of advanced technologies fdr production,. 
innovations: product or service developmént, Product design, R&D; 

..international Market developmént, 
better use of computers for management and administration; 	. 	. • 
quality management (e.g., ISO 9000); and  
bettér  use of computers for marketing and co rnMunicationS. : 	".• 



•*Needs AsiesSment oiSmaltdild.11dediudi Eidérigises 

_ Overall, for each °title' areas àssesSecl, about half of the emplOyerS 'indicated thàt there would 
be at teàst some job opportunities for young proféssionals*-over the next 24;nionths. - 	 : 	• . 	 . 
BaSed oftanelysis,Of .SME needs andinterestS and requirernentS for efficient ON-SITE program * 
operafiôn, five strearns related tà. computer  *use, new market development and duStonier Service . 
were selected for investigation in .Phase II. •*. These streams were found to Merit further surveying. 
ncit Only bedàuse they  are of clernciristrètedinterestio SMEs, but because they offer' , 
Opportunities,for graduates with-a generàl  range of skills— 	• 	• .. 	 • 

. 	.Findings frorn , Phas0:11 Surveys .,  
.Prectical Computer Applications  for Business 

to 	 'Computer Capabilities.  : 
• • 	 Overall, respondents to thé survey On  computer applications•rated the computer OaPabilities of 
• .* 	• their companies aS.môderate ta high. Respondents rated thèir companies' capabilities as highest 
• in  the production of Odds and services and in management and  administration. Cornpanies which • • 	 hàd hiréd young  people for  professional Or technical  positions in the last 24 mônths gave higher. 	. 
• ' 	. ratings Cf their firms' computer  capabilities• - 	 ' • 	 r.' 

• A majority of the cornpanies (60%) have  access. to'the Internet, including,56% of smaller 	. • * 
: • 	*. 	conipanies'ànd 71% of Medium-Sized companies. The patterns of use fbr. small and Medium-sized- - 

companies are similar. Companies Most cdmrrionly,use the Internet for e-Mail (89%) and for 
dbtàining information on suppliers (49%). *Advertising, promotion and marketing (39%) and 

: 	 . 	 obtaining business/strategic information . (34%) are other  important uses of the Internet.' Fewer - 
or . 	 cornpanies'(21%) subsçribe to:cornmercial on-line  business servides. 	 :* 

• Almost three-quarterS of the companiee (72%) are interestedlirrusing the Internet for their 
business. Interest is strong àcross all_sectors and for bOth srnall and medium-sized companies.. 
Cônipanies•with higher computer  capabilities and greater  satisfaction' with their computer ••- 
capabilities  are  More likely to be interéSted in uging the Internet. 	• 	 1 

CiMniutèr IVeeds foi Management and Administration' 	• s 	. . 	' . 	 . 	. 	. 
The silirvey asked reSpondentà about the potential usefulneSs of 15 types of  irnprovement 
*their firms'  computer  capabilities in management and  administration. Overall, respondents were 
very  positive  about  the  extent  to  which thée,impiovements . itioidd be useful; A large Majority Of 
respondents saiel.that  14 of the 15 iinProvernents.Would . be at least MOderately usefùl. 

. 	 , 
Respondents indicated thM; overall, improvements tô their .dapabilitieS  for financial ,.manègernent 

• and.ôther management functiOnS would bé the most useful'. The  rated uSefulness.of 	• 
iniprovements tb  computer çapabilàies ià -highly correlated with the aVailability of Work 	- 	• 
•oppôrtunities for young people in respondents' Wins. -ThereiS alSO a strong relMionShip between . 
interest in using the Internet  and the rated'usefulness of improyementS to  computer  capabilities' 
for management and adminiStration. 	• 	• 	-* 	 " 	' 	- 	. 	• • •• . 	 , 

a. 
e.  
el 
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MOst of the companies In the sample for this.  survey were on the up side of the groWth cun/e, in „ 
terms of both expected export  and  domestic SaIes.: 

1 Export Market Developnient " . 	 ' • 

New  Market Deliélopment and Exporting 	 • • or 

1111) : 
11 . 	 . 

A majority of the coMparlies (61%) already earn export  revenues,  a proportion which is muCh 	 • 	• 
higher than is found in thé SMÉ population as a whole. A majority of exporters (58%)  are  
satisfied with the success of their company's past and current eXport activities. Over àO% of 	, 	 se 
the exporters export to the U.S..; Southe: ast.Asia and the Pacifid Rim (36%) and Western Europe 	 - • 
(30%) are the next most important markets overall. 	• 	 . 	 • 	. 

' Interest among companies is very higlifOr export market developrhent, for specific expdrt 
. 

 
markets and for information  to take advantage of export markets. Manufacturers expressed 
the strongest interest in export market development and expôrting. For all.corripanies; export 
interest is related both to the availabilitV of job opportunities for young  people and interest in a 
Work.eXperience program targeted to young professionals. 	 . 

The ékport markets of greatest: interest to most cornPanies are generally thé onea at  the top of 
the liSt of markets to which:companies:currently export: i.e., the U.S:,.WesternEurope and 
Southeast ASia and the Pacific Pin). 	 ' 	 • • 
Fiespondents'were asked about their needs for different types of information  to take adVantage 
of  export market Opportunities. :Based . on a summary index of the different typés of information,  
oyer half of the respondents (57%) indicateçl that -their companies have ehigh need for export 
market information. Thé highest priority is for sales opportunities in specific markets (91% . 
identified at least a moderate need, 59%sidentified a high need). A majority of respondents als0 
identified a high heed for all other types of information except,for expoil finance options. 
Aespondents who exPressed a higher need for information about eXport market opportunities • . 	. 

Two,thirds of reSpondents repcirted that their companies have  problems that present barriers to 
making imprOveménts in their computer capabilities. On thé positive  Side, cornpaniés facing . 
greater barrier's were more likely:to indicate that they have .computer-relatecr wôrk opportunities. 

The most Seriàus barriérs. Were concerns  about  the  value  'of:frequent upgrades to hardware and 
software and the  cost  of  uPgrading hardware and Software, The learning curve's and costs.of 
staff training and the lack of personnel with sufficient computer skills were al.So conSidered tà be 

	

significant barriers. 	 : - 	 • 

	

ant barriers. 	• 	 :.• 	 . 	 : 	fib 

4.2 

Needs Assessment of Small and Medium Enterprises 

. Computer  NeedS  for  Marketing and Communications  
Most respondents (78%) indicated that, .overali, improvernents to their firms' computer . 	• 
caPabilities for marketing and CommunicationS;would:be useful. Improving databases of existing 
customers was rated as the most useful irriprovement: Higher ratings of usefulness Were VerY 

• . strongly related to interest in using thé Internet for business development. 	• 

Barriers to Compiiter Use 
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Were also more likely to have job opportunities for young people in their companies and to have an - 
1111 	

interest in a work experience program for young professionals.. 

110 	 Respondents interested in èxport markets rated their companies overall readiness to take 
adVantage of 'export opportunities as very high. Respondents reported that their àompanies were 
best prepared for exporting in the following areas: general research and planning, determining 
changes needed to products or production processes, and implementatiOn andmonitoring. Areas 
in which respondents rated their companies as least export4eady were s market research and 
detailed planning 

However, reSpOndents' ratings of their cOmpanies' status with respect to the specific steps 
• needed for export readiness were not as high as their ratings of their overall export readiness. 

e 	. 	There appears to be a gap betWeen SMEs' interest and enthiniasm for exporting (perceived, 
e 

	

	 "overall readiness") and their actual readiness for the specific tasks that cumulatively 
constitute export readiness. 

• - 
le 	 A majority of,  companies are interested in expanding-their dornestic,business; particularly by 

• increaSing sales Of existing products and services but  also by selling new products or services. 
Smaller companies are more:interested than medium-sized companies-in increasing sales of both 
new and existing products and Services in their home province. Companies with a strong interest 

• in export markets are less interested in increasing their sales to parts of Canada outside their 
• • 	home province. 	• 	. 

• Cdmpanies expect to face very tough competition from other companies— both domestic and • - foreign--selling similar products and services in their target markets. Barriers to expanding 
domestic Sales were rated  as  less problematic than those for ekport Sales, and none of the five 
problems presentéd in the survey was rated as serious by most companies. 

IIP 	 Just as with export marketing, a> lack  of personnel lime to research and follow-up marketing 
• . opportunities was rated as the most significant barrier. However, human resource-related 

barriers to domestic market development were not judged to be as serious as equivalent barriers 
to export market development. 	- 

•
le 	 4.3 Customer sService  

Respondents were asked to rate the importance of a  total of eight . factors which could contribute • - to the growth and Competitiveness of their businesses. The factors were those which had been 
rnost highlY rated by respondents to the Phase I survey. AS in the Phase I survey; respondents 
rated improving customer service as the mOst important factor (average score of 6.0 on a 

• 7-point sçale). The high ratings of the importance of iMprOved customer  service  were consistent 
110 	. among representatives of different sectors and small and medium-sized companies. • 

•

. 	 . 

Alliance/EPI 	 v 

• 

'Companies rated the eight problems presented in the questionnaire as moderately serious barrierS 
to successful exporting. The problem judged by most respondents to:be the most serious barrier . 
is a lack of personnel tinne to research and follow-up export opportunities. Smaller companies 
wére more likely to indicate that they face a broad range of bàrriers to successful exporting.. 

Domestic Market Development • . 
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moderately satisfied: These levels Of Overall satisfaction with service delivery did not vary 	: 	 • 

significantly by sector or size of firm: 	 ' 	• 	 • 

Almost all respondents agreed that they can do a lot more to improVe their services to 	 . 
customers. Managers view the attitudes of employees as the key to high quality and sticceSsftil 
customer service. The most positive ratings for service delivery were given to employeeS 	. 

' Working in management and administration and Sales and custorner service: 60% rated 	 • 
performance in these two areas as very good or excellent. Performance ratings were Somewhat 	• 
lower for employees in the production of goods and services and in marketing and • 
corrimunications. 'Considering the performance of all employees at proViding high qUality  service, 
48% rated this as very good or excellent,  and 46% rated it as acceptable or good. These 	 • 	e 
results were consistent across the different econdmic sectors and for both small and medium- 
sized firms. 	 ' II - 
There were four types of Service-related improvements Which respondents indicated would be 	 • 
very useful to their companies: improved quality Management, closer  consultations  with 	 • 
customers  about  their needs, better information provided to customers about the company's 	 111 
products and services, and faster service. Two types of irriProvements--faster service and 	 n 
providing better information tô customers=are more important to smaller firms than to medium- 	 e 
slzed firms: 	 : 

• • The costs  of  making service improvements and the lack of resources for new service-related 
equipment or systems  were  noted as the most significant barriers to improving - cuStomer service'. 
A lack of personnel, including finding personnel with the right service skills, is also a moderately • 	 • 
seribus barrier to making customer service improvements. 

Respondents indicated that customér service has.been a very high priority .fortheir Companies 
over the last two Years. Three-quarters (75%) of respondents „reported that their companieS 
have  introduced new poliCies or programs  in the last  two  years specifically to improve cristomer 

• service.' Companies in manufacturing and  in the finançial, inSurancé and reatestate sedtor are 
 more likely to hav.e initiated such policies or prograrits .. Medium-sized companies are also more « 

likely than smaller cOmpanies tà have introduced neW  service  policies .or programs. Staff 	'• 
training, cùstomer service a.halysis and evaluation;,and management training ,are the types of .. 

. activities which have been eMployed most freqiiently by çompanies in the last two years'.. 

Virtually all respOndents (94%) agreed that constant improvernentS to customer service  are  
'necessary to stay . competitive; alrriost half (47%) very'strongly agreed. Most companies beliéVe 
they  have  been doing a good if not spectacular job in improving their service to customers in 
recent years. ,Almostall resPoridents (92%) Were satisfied with  the  overall level-ofservice 
delivered by:their companies, although their degree Of satisfaction was  not particularly Strong. 
Fewer than half were very satisfied:With itheir ov,erall cuStemer  service; :almOst half were . only 

a 

a 
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• 44 Human Resource Needs and VVork Opportunities 
• • 	 for Qualified Young Professionals 
• Recipients of all the questionnaires were asked a series of questions relating to skill needs and 
n 	• work opportunities for young professionals. 
• • 
a 
a . A majorityjof employers were positive about the value which young professionals could bring to 

their companies in the short tertn. Most indicated that young professionals Would be useful to 	• 
• work on specific tasks even within the next six months. Their opinions about the value of hiring 
al 	 young professionals are particularly positive when vieWed in the,light of previous research which •• 	shows that most en1ployers believe it takes at least six months for new hires to become fully • 
• functioning in new positions. 

111 . 
111 	. 

' 	Most significantly, companies which indicated a grèater need for improved skillS in specific areas 
• were also much more likely to report that there are job opportunities for young people in these 

areas. 

te 	 Specific Skill NeedS 
• • • 	Computer Skills 
• 

•

• 
• 
• 
• 
• 
•• 

Companies.which indicated a high need for better computer skillS in specific areas were much 
• more,likely to report that there are job opportunities-for young  people in  these areas. For 

example, for management and administration skills, 65%  of the  companies with a high need for 
• skills indicated there are at least some job opportunities for yOung  people in this area n • 
• New Market Detielopment Skills , 
• A majority of employers indicated that young people would be useful to their companies to work 
• • 	for six months on tasks related to new market development. On average, about 60% of - 

• • • 
n • 

Alliance/EPI: 
• 
• s 

General Attitudes and Short-Term Skill Needs 

In general, respondents reported that their Companies have moderate short-term needs•for better 
skills in the targeted business activities. While the skill needs of the average SME employers  are• 
"moderate"., the results also indicate that a large number of émPloyérs have greater nèeds for 
better skills in these critical skill areas, T,hese results are consistent with the findings that a 
substantial number of SME ernployers are  only moderately satisfied with their current levels of 
skills in the areas reviewed, indicating that there is significant room  for  improvement in many 

• companies.. 

A Majority of respondents believe that young people with computer skills could have a positive 
impact on their companies in the short term. Overall, about one in six employers indicated that 
their cornpanies have high short-term needs for better computer skills; most of the rest (between 
40% and 50%) indicated that.their Companies have moderate needs for better computer skills. 

Companies in the manufacturing,and construction sectors expressed the greatest need for 
computer skills for the production of -goods and services. Medium-sized corripanies were môre 
likely to express at least a moderate need  for better computer skills for management and 
administration (75%) conipared to smaller companies (61%). 

vii 



Needs -Assessment of Smelt and Medium .Enterpriàs • 

employers believe that young professiônals could be at least môderately useful in thé short term; 
about 20% believe they could be very useful. 	. 	 le 

- 	• 
Respondents reported that young professionals would be most ùàeful to work on researching 	• 
particular markets. Employers•were also positive aboutthe value of hiring young. professionals to . 
work on àeneral research and planning; changes to products, services or prôduction.procesSes  for 	 • 
new markets; detailed planning such as promotional plans, logistics, pricing and payment systems; 
financing and insurance; and test marketing  and evaluation. 	 • 
Cueomer Service Skills 	. 	• 	• 	 . 	 . 	• 

Improving service to customers is a high priority for most SMEs, and Some of their highest hurnan 
resource priorities are for 'Defter skills in service-related 'activities. Providing faster and more 
efficient service tà customers, providing better information to Customers about their products and 	 • 
services, consulting with customers about how their products and services can better meet their 	 • . 
needs, and improving quality management approaches and procedures are four areas in which 	 • 
employers reported high short-term needs for better skills. Two of the activities for which.  
employers gave a low overall rating.for their skill needs--improving quality management 
approaches and serving customers in foreign markets—were rated as much greater .needs by 	• 	. 
employers in the manufacturing and service sectors. 	- 	 • 

Job Opportunities for Qualified  Young ProfesSionals in Targeted  Business Activitiés 	: 
EmployerS are cautiously optimistic about the job opportunities for highly qualified young 	 • 
professionals in their companies. A niajority (57%) indidated that there are at least some 	 • 
opportunities for young professionals. About one employer in seven (14%) reported that there 	 • 
are  many job opportunities for young professionals to work in computer, new market development 	. 	ge 
or customer service-related jobs. Employers in the Service sectOr were especially positive about.' 	 ei 
their job opportunities for young people: 70% Said there are at least s'orne opPortunities, including 	 • 
24% who said there are many opportunities, 	, 

Expected Payoff froni airing Young VVorkers for Professional and Technical Positions 
'Employers are generally positive about the benefits their companies redeive from hiring young 	 • 
workers in professional or technical positions. Over three-quarters of the respondents indicated 	 • 
that their companies receive at least a moçierate payoff from hiring young workers in these 	 . 

. positions; almost  one quarter  said that their companies receive a high payoff from hiring these 	• 	gi 
young people. 	 • 
Employers rated the benefits from hiring young workers in professional or technical positions more 	 e 
positively than the job opportunities for young people in their firms. This reinforces the results 	. 
which show that employers identify the lack of job opportunities as a serious barrier facing the . 	 • 
entry of young professionals into the labour force—i.e., the skills of young people and the payoff 	 • 
from hiring them exceed the jobs available. • 	 • 

• • 	1311 
• • 	• 
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.> 
.Barriers to Jobs  for Young • People 	• 	• 	, 	• • 	. 	. 	• 

heipOnclents were asked about 10 specific probleins which:can preSent barriers to jobs for young : 
'people in their industry, . Six of these .possible  barriers dealt With the Skills'and characteristics of 
the prospective young Worker; four were potential problems from  the perspective of the eMployer. 

Five of the problems were rated as More serbus barriers and fiVe as more moderate problems. 
,The single most  important  problem in the opinion  of SME employers ie the lack.of practical work ' „ 
-experience, • 	• 	 . 	 • 	 - 	• 	: 	. - 	 . 
The barriers reflected inthese 10 specific problems can lie diStilled ernpirically into four key : 

•fablors.. Employer rankinge of the SeribuSnesS of-these barriers to jobs are às folloWs. 	. 

1. A lack of practical experience and skills: 80% rated this  as à problem,*inclitding 88% whb 

a• 

a 
a • 

reted it as a'Serious.preblèm. 	• . 

. 	2. : Costs (the costS of hiring,' training, SuPervising, 'Salaries and benefits for new workers):: 
70% rated this as a probletn, indluding 28% who . ratecl it as a sériousproblem: 	. 

The.laCk Of jobOpportunities (both in general and in rgsporiclents' industries) ... 75% rated' ' 
this as à problem, including 27% who rated it  as  e'Èerious- problem:  

• 4. The skills and attributes Of young workers (lack of general skills, enthusiasni and 
doMmitment to their-work, unrealistic expectations  about  their value in the job market): 

: 70% rated this as à problem, including'29%:whosated it as a serious problem:: 
• 

There were some important differences in the ratings of differenttarriers by erriployers with 
. Small and medium  cod-parties. In general, smaller coMpaniesfind the different barriers:to be.more 

serious, with the exception of the lack of jobs, which ts a more.senous problem for medium-sized . 	. 	 . 	. 	. 

.companies. FolloWing are sortie details of theSe:differencès.. 	 . 
' 

:• 4 .Srriàllér compànies Were more likely to:rate the skills-and attributes of young workers* . 
. 	' 

 
(i e,  lack of general skills, enthirsiasm and conimitment to theit Work 'unrealistic :‘ 
expeçtations about their value in the job Market) as à barrier. 	. - 	 _ 

:• Snialler Companies were much more likely to be concerned.ahout costs as a barrier . 

• . Medium corripaniès were more likely to rate the lack Of job opportimitieS and changing 
'human resource practiCes'as barriers, 	. 	 ' 	 • 

Ratings  of The  different barriers do not vary by ecdnomic.sector. The lack of jobs  in the : . 	. 
construction sector is:one notable exception. 	 • 

. 	 . 
Interest in &work eXPerience program for.young professionals is positively related to three of the 
-summary indices Of job barriers for young people: i.e., a laCk of practical ekperience  and  skills,  the 

: .skille and attributes of young workers,  and costS. In other words, ernployers-witn à greater. • 
_ interest in participating in a work experienCe program  are  generally  the ones,who perceive higher • 
fob barriergfor yoùth. . : • 

Àlliance/EPI 
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4.5 Support for a Work Experience Program for Young Professionals 
The questionnaire recipients Were -asked various questions regarding work experience ro g rams 
for young professionals. ' 

•Interest .  in Participating in a.INorh Experience Program 	e . 
SME interest in participating in a program tô proVide work experienCe  for young professionals is • 
que  strong among employers in all economic sectors, and among both mediurn-sized and smaller 
fires; Overall, 72% of resPondente,indicated that they are intérested in subh a program, 
inbluding 22% whà said they  are very interested. • 

Most important  is the finding that respondents  in  companies with job opportunities for qualified 
young professionals•are the most interestedin a work experienceprogram. Among companieS . 
with:many job oppdrtunities, 89% of respondents are also very interested in à work experience 
•program, incluçling 52% who are very interested. :  

• 

Opinionà Alicia the CharacteristicÉ of a Work Experience Program 
All respondents were asked ecornmon set of questions about their  opinions on the.desired. *- 
characteristics of a work experience program for highly qualified young professionals: Nine 	 • • 

. possible:program characteristic§ were reviewed, With respondents being asked to indicate 	• . 
'whether they çonsidered each to be a positive or negative feature of a prOgram. 	 • 

Five prograrn characteristics stand Out  as the ones yiewed rnost positively by SME employers. ' 	• 	ID. 
A Majority of employers vieWed each of thesé five Characteristicepositively: 	 • 	: 

• • a program whieproVides practical work eXperience to young professionals; 

• • the  employer pays  no salary but pays  for program administration, 

• the program is : led by•the private sector and supported financially by the public 

Employment Insurance  dollars  are used to fund wOrk  placements,  and • 

• • there iÉ an emphasis on high :skill jobs. 
•• 

For SMEernployers,• provision of practical work experience toyoung professionals is by.far the ' 
single most important characteristic of a work experience program: 90%:vieWecl this féature 
positively; including 50% whb yiewéd it very pOsitively. The proportion of ernployers Who rated 
the other 'four of these "favoured" characteristics .as positive varies from 72% (for the 
employer paying no salary but paying for program administration) to 53% (for an emphasis On 
high-skill jobs). 

es 

es 
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Prograin characteristics viewed lesefavourably. are 	follows.. Fewer than half - of emplojters 
Viewed these four characteristics positiVely:  

• . a partial eatery subsidy i :linked to an obligation to hire the workers at the end of the work :  
: 	 • . 	. 

• the'program is restriCted to young . people; . 	. 	• . 	• 	• 	 . 

. the Program:is led and financed entirely by the private sector; and, •• 	• 	 , 	 • 
• a fôcus on  non production  activity .  i.e., work thàt rnight not otherwiee get doné. . 	 . 	 . , 	. 	. 	 , 

5. 	. Implications  for VVork EXperience Programs 	• 	 • 
The néede aSseesrnent provided à number .of insights into the business priorities of SKIES and 
senior managers'  perceptions of the contributions that could be made by young professionals'. 
Among other findings, the research confirmed that . • . 	, 	• 	- 	. 

. 	• 	SMEs are particularly interested in improving their.capàbilitiee in three broad areas :: 	. 
• computer applidations; new market development and cùetOmer service; 

. .• SME executivee belièVe that .the most:serious prôblem facing young people seeking Work 
• ie.thelack of practical work experience, and they belieVe thaVgiven the oppôrtunity, . 	. 	 , 	. 	. 	. 

young professionals can make a pOsitive . contribution , to their'cornpaniee; and • 

•
. 	. 	 • 	. 

a, majority of SMEs are interested in participating irr, a «work experience program -  for  
, • 	young prôteseionale, and this interest is Correlated ,with . the availability of*Work ... • 

	

opportunitiee for young professionals. 	. 	- 	 - 	• .. ; 	 -- 
-These firidinge  have intereeting implications for  work experience programs for young 
profeseiOnals. As à co-sponeor of the needs asSessment, the Alliance  is interested in applying  the  
results of this research :to.its own-work çxperiénce prograrn,  ON SITE •'. • 

Although  ON SITE is  not-aimed  specifically at'..SMEe, it nas: many  of the characteristics which• . 
SME executives find  attractive  in a wod< experience program:•The reeults of the heede 	. • 

- essessrnent indicate a number of.ways in Which the prôgram could be expanded and irnproved to 
further meet  the  needs of Çariada'e SMEs...Thefollowing -  activity streame appear  to ôfifer the- • 
beet potential  for  such expaneion: 	 • 	- 	 • 	 • 	• 

. 	. 
•• 

 

• computer applications for management  and administration: 	I 	. . 	. • 
. 	, 	, 	• 	 . 	 . 	s  ; 

. 	•, financial management 
: ..+ geiieral  business  mànagement.àncl'adMinistiation . 	 . 	 . 

• strateàip business planning support- .  , 	 . 	 : 

	

, 	 . 	. 	 . 
• •• expOrt , market develoPtnent 	. 	 .• • , 	. 	. 	 • - • 

,•. customer eervice: 	 . 	• - 	• 	 . 

a 
lb 
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, 
These are all areas where Industry  Canada  is iriterested in improving the Sophistication and • 

•• 	capabilities of SMEs. Although .  there is considerable SME interest in the'other two areas 
inveStigated-7computer applications for marketing and 'communications, and domestic  market • 
development—tt would be more difficult to ensure that:ONLSITE positions in thesé areas.did not 
provide employers With an unfair competitive advantage vis-à-vis other Canadian erriployers,.. 
(BOth these streams would involve improving market share .; and a. majority of the survey 
:respondents indicated that they expected to  face  at least:some dernestic competition.in 
attempting.to expand their market share within Canada.)  

. 'Creating indrernental, non-competitive positions.would be considerably easier in the fields of 
computer  applications for management and administration,  export market development and 
customer service -. Based on the stirvey results, positions in these areas coulél encompass  the• 
following.  

• 5 1  Computer Applications foi Management and Administration 
Survey respàndents indicated strong interest in improvingtheir computer capabilitiesin a number 
of .areas related to financial management, general  business  management and administration, and 
strategic business planning. Positions in these areas would not requireformal  computer science 
training Éo muCh as practidal *computer:Skit% and aptitudes and up-to-date knowledge of available 
hardware and software options. . • • . 

These new task areas offer 9PportunitieS  for a range Of graduates beyond the' "traditional" 
ON.-SITE candidate pool of engineering and science gradu:ates. Individuals with degrees  in  
business,  commerce and arts (economics) as well as Science  or engineering graduates could be 
eligible  for positions in . this area,  as long as fhey have good  computer skillS: Implementing a new . 
stream of Computer Applications for Business would enable a much greater range of unemployed 
yolung professionals to benefit from the.experience and professidnal developrrient provided throUgh 
ON-SITE. 

52 • Export: Market .Development . 	. 
An export market development stream has - already been pilot-tested in ON SITE, 	the resillts. 
of the needs assessinent confirm "the:potential to substanfiallY expand this :stream. This stream 
offeit opportunities to a wider base of candidates than de the traditional .  ON SITE  streams: it iS 
stiited for àraduates in business, commerce, arts (political sciençe;.economiCs, international '- 
studies),'sCience and engineering, as Well:as individuals with specific language and/or cultural 
skillà. 
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52, ‘. Cutolper;Seivic.e '1: 	• 	 • 
In the area of customer 'service, the survey respondents indicated that the folldwing types of . 	. 
irnproVements .would be.yery useful: 	' 	• 	 : 

• . 
•• improved quality management; 	 ; 

	

 
:•. Custornèr  communications  : dutreadh and feedback . (Le...;•closer  consultation  with 	• 

custdmerè about their needs;.proVision  of  boer  information  to :customers about  the 
 c.(innPany'à products and services); and 	 . 

• faster and more  efficient service. - 	 . 	•-• 	. 

Quality management  is  already a Well-..established  ON SITE  program strearn, and Cùstohier 
.. . service  aspects of:quality  management  could be incôrporated into this sirearri. .A new cUstotner 

service stream could offer positions related•to  consultation  With customers  about  their needs 
(thoUgh èuiveys,  one 	consultations,  analysis and develOpment of customer feedback 	- 
medhariisrtis);  provision of  better  information  to custorriers (promotional rhaterialè, technical - 
materials', Internet Web sites);  and  faster  and more efficient service 	of service 	_ 

•., patterns and recommendatiOn  of  irnprOvements, assessment of software and hardware Options _ 
for  irriprOving service  speed and efficiency).. These positions would.be  suited to Candidates with 
degrees in  commerce/marketing/business, arts, social  sciences,  science or engineering, as long as 
they have good  communication and interpersOnal skills,. 	. 
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• , 1.0 Introduction-,-.. 	 • 
. 	 . 	 _ 

Many workplaces have Unrecognized needs for specialized humah réspukes. By.Placirig  an  
individual  "on site" in ah otganization for six months, the ON-SITE/A LA SOURCE program' , 

"demonstrates the benefits of aùgrrienting human resourdes in oidet to stimulate innovation and . 
imProvernerit. AS a result, many érnPlôyers retain their projèct worker's  alter  their  ON SITE 
terms  end 	 1. 	- „ 

In the paSt, ON SITE focitsèd„on aieas Where  the  Strategic application of human resources could 
,redude  the  waste - of materials and ènergy, and/Or irhprove Safety and'quality., These -stream's' . 
of activity Met requirements that-the employment 'created be incretnental  (i e, not replace Ot • 
compete with an existing position), and that the Provision of a program employee ito t .  provide  an 

 unfair comPetitive advantage td the employer.- 1-towever,'.experience suggested that there are • 
additional opportunitiesto,create incteméntal positions and help small  and medium enterprises 
(SMEs) improVe their cornpetitiVeness. Activities that cut across many industry sectors.. 
potentially offer such  -opportunities.-  

'Recognizing that:ONSITEsofferS significant untaPped pôtential, toassist:Sles in. strategic 
•ateas„ Industiy Canada  and the Alliance of Manufacturers& Expdrters Canada (fornierly: the 
Canadian Manyfadturets'.:Association) agread to cd-fund an asÉesSment of SME neéds that 
coùld be serviced through the ptogram. The objectivé of this assesSment Was to identify.. . 
activitiés that cut .acrosS ManY Sectors,. for whiçh the Provision Of human rasciurces.could help 

'SMEsimprove . their cothpetitiVeness  and prOductivitY, and.With Which unemployed young 	, 
:profeSsionals would bè'qualified to assist. This report.summarizas  the  results of the needs . 	 • assessment,  

Alliance/EPI 	 1-1 
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z 	. • 	: 2.0 Methodology 
The needs ,a,Ésessment methodology coneisted of two Phdses: 1) an exploratory review or scan 
of thé opinions of  -experts and a sample Of SME executiVes; and, 2) a:national mail survey of "• ., 	• 	„ 	. 
senior executivee with SMEe in five econômiç sectors. 

• The  major iesuès for all:of the Coneultations, whether conducted, inPerson, by telephône or by 	- 
mail, were the-needs  and  priorities of .SMEs with respectIO achieving  business  growth; their : • 
capaCities to achieve fhis growth; satisfaction With current capacities including hunian resourcee; 
the efficacy Of human résourCe solutions tb:overcome current problems or barrier's to growth; the 

, labour market  for  highly qualified young piofessionals, both in general and -With specific 
 1,companies; and the potential  for a work experience program for young professiOnalS. 	• . 

	

	 " 	• , 
• 

The studY methôdology was.designed to confortn to the highest industry standards for 
 :questionnaire  design, sampling'and data analyeis. Wherever  possible, standaidized.definitions 

wefe used for key  concepts  such as industrial -sedtor and Company size (SME.) 'Standardized • 
metbods and concepts  were also used in the develôpfnent ofeeven ,pOint scales and•other types' 
of categoriCal eurvey questions. In eorne instances, pre-existing questions.which had already; 
been tested in other surveys were used  to  increase our Confidence in data reliability and validity.. 

The methOdology  design was'examined bY ffldernal reVieWeis from Industry  Canada and  the . • 
Alliance at eacIt stage of the proCess; .As well, the incremental  nature  Of the design, in whiCh• - 
each subseqùent phase was built upOn the results Of the .preceding work, served to enhance data 
quality and the integrity of the final results. 	. 

..2.1 	Phase .I:' Exploratory &can Of .Expert-Opinion àad Industry Needs 
Phase  I invOlved a preliminary'scan of expert opinion and an in-depth indust ry  scan: The 
Preliminary'scan involved telephone and in-person contacts with approkimatelY 40 government . 
and industry association fepresentatives, huMan resource and labour' Market specialists-and 

. subject arèa sPecialiste. The major issues 'addressed during these  interviews  were as follows: 

• business. activities which presérit the greateet oppottunities for SMEs; 	, 

• readinessof SMEs to take adVantage of theee opportunitiee; the barrierà;  

• variations in the needs and capabilitiee of - ÈMEs by seaor and firm size; 	. • 

• the availability of qualified Personnel to take advaritage of  business  opportunities; 
. 	• 	 " 	. 

• the potential  contributions  of young professionals; their best opportunities; 

• 'realistic objectives for einployment programs for ydling professiOnals;: • 

•
: 

-‘ the types  Of ernjOloyerà mcist likely to . b:e interested in employment-.programs for young 
'professiOnals;-and; 	 • 	• 	• 

• the best Methods for coniniunicating with employers abolit youth-Oriented eMployment • ' 
. . prograrne.. 	• 	. 	 - 	: 

or 

a 
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The information provided by the experts during these consultations was used to design the 
questionnaire for the in-depth industry scan. This scan was intended to be an exploration of the 
same issues with a sample of senior executives and managers who run SMEs on a day-to-day 
basis. Pa rt icular attention was given in the survey to the identification of human resource needs 
(e.g., skills); company priorities for activities to achieve growth; the job oppo rt unities for highly 
qualified young people; and the potential for highly qualified young professionals to meet their 
hurnan resource needs in areas targeted for growth. 

The scan questionnaire was designed to collect both quantitative and qualitative information. 
The quantitative sections asked questions dealing with the labour market for young 
professionals, barriers to hiring young people, factors related to SME growth and 
competitiveness, job opportunities for young professionals, and characteristics of the employers. 
The qualitative sections were designed to collect information about employer-defined activities 
which would contribute to the growth and increased competitiveness of the respondents' firms. 

DI 
The methodology for the in-depth industry scan employed a self-administered, mail-back 
questionnaire distributed to employers in five industry sectors: manufacturing; transportation and 
communications; construction; finance, insurance and real estate; and, services. The survey 
included a national sample of 200 companies. The sample database was purchased from Dun and 	 ID 

Bradstreet, a leading industry supplier of business databases. 

The survey sample employed a stratified random sample. Stratification was by economic 
sector, with approximately half the sample being manufacturers and the remaining cases being 
equally divided arnong the other four sectors. Companies were selected at random within each of 
the five sectors. The survey was also distributed to members of the Boards of Directors of 
provincial manufacturers' associations. 

ID 
The survey was conducted in March, 1996. The survey included a single wave questionnaire 
mailout with a reminder letter sent 10 days later. Some telephone reminder calls were also made 
to some companies. 

A total of 62 completed questionnaires were received, including 33 firms in the manufacturing 
sector and 29 firms in other sectors. Three-quarters of the respondents (76%) were senior 
executives including owners, presidents, CEOs, and general managers; 24% were in other 
management positions. 	 ID 

ID 

ID 
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22 	Phase II: National Survey of Senior Executives with Small and 
Medium Enterprises 

221 ,Survey Design 
The design of the full national survey of 'SMEs was• based on the results of the consultations and_ 
•preliMinary survey•donducted in Phase I.. The full Phase 11 national suryey ihdluded fiYeseparate 
comPonents or subject areas; These fiveareas correspond to the top industry priorities identified 
in Phase I. The five subjeCt areàs were inCorp.orated into - three survey questionnaires; which are - 

	

presented in Appendices A, B and C (annotated ,with the ,survey statistics)... 	. 	• • •: 	• 
• • 	• • Part 1: Practical Computer 'Applications for Business 

• A..' 	ComPuter .  NeedS for Management and 'AdminiStration . 	, 	• 
•• 	* 	 a 	Computer  i\leeds for Marketing and Communications  

• Part 2: New Market Development and Exporting 	 - • : . 	2  A. • 	: Export Market 'Developrnent 	. 	 • 
. • 	B. 	Domestic Market : Deyelopment 	:••• 	. • 2 

Part 3: Customer Service 	 . . 	 . 

The  broad themeS and issues reviewed In -.the three surVeys were consistent, although rnoSt ôt • 
the questions in the three survéYs weré different to reflect the ipecific subject•areas.. Pollowing 

•• • 	are the 'main issues addreSsed in the surveys: 	s • 	• • 	' • 	 ' 
. 	„ 

. 	. • 	 • dompany needS and capabilities in the Specified areaS;,. 	• 	s. • 	 • 

• ,•...sàtisfacfion With durrent cômpanyperfôrmandè in .  the areas.,. 	. 	 • 

- 11 	• •• : 	• 	.4 usefulrieseof Making perfornianceimproYements in specific areae; • 

• . 	• 	• 

 

• prOblems and barrière to making iMproyements; 	". 	•••• 	•• 	•'' 

• . 	• importance of hirmanTeiource, solutions and skill improvernents; 	 .* 

• • joopportunitle -S and barrierslor-qualified young professionalS, 	 • • .''•••• 	• 

• •• usefulnees of Young professionalà for spécifid business taske; 	: • 

IF/ 
	

• :interest in•a,Work:expetiençe prôgrarn for•young protessionals; and; , 	• 	• 

preferred Characteriitics of a :work experiénde prorarn for yourig.professionals. • • 

a 

a 

• 
or 

:The sùrvey Semple 'design waS .based on the Sartre-pringiples:as the preliminaty„ ihdystrY scan. .1 • 
•The source  list 'ot .  SMEs was purchased from Dun and Bradstreet... The serra fiVesectors *ère . 

1 seledted  for the survèy, againl: based on the 'pôtential rèlevande of a  Work :exPeriénde•program.fOr 
r . ' young professionals to these Segtors. • The  ,sèctore were nianufacturing:;  transportation and  

•communications; donstructionfiriance,.inSurance and real.éstate; and, serVices.• • • 	: •• 
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• 
The sample design was a stratified random sample, with stratification by both economic sector 
and company size: i.e., small companies with between 20 and 250 full-time employees and medium- 
sized companies with between 251 and 500 employees. Companies with fewer than 20 employees 
were not included in the survey because of the lower potential for their involvement in a work 
experience program. 

All questionnaires were addressed to the President or other senior company executive identified 	 • 
as the company contact on the Dun and Bradstreet listings. The initial mailout sample size was 
4,600 companies: 

• 1,800 for the Part 1: Computer Applications survey; 

• 1,800 for the Part 2: , New Market Development survey; and, 

• 1,000 for the Part 3: Customer Service survey. 

The Parts 1 and 2 samples included a larger number of cases than the Part 3 survey because 
each of these components covered two related subject areas while the customer service survey 
dealt with one. The distributions of the sampled companies are shown in Table 2.1 following. 

• 

Table 2.1: Sample Distributions 

Sector: % 	 Size (number of employees): % 	Region: % 

Manufacturing: 50% 	 Small (20-250): 78% 	Atlantic: 15% 
Construction: 10% 	 Medium (251-500): 22% 	Québec: 25% 

Transportation and Communications: 15% 	 Ontario: 35% 
OD 

Finance, Insurance and Real Estate: 10% . 	 Prairies: 15% • 
Services: 15% 	 BC: 10% 	 • 

• 

222 Survey Administration 
The mail survey was conducted between June 27 and August 31, 1996. The procedures included 
an initial mailing of the questionnaire and a pre-addressed envelope (for return to Energy 
Pathways Inc. in Ottawa), and a follow-up postcard-style reminder notice sent to all companies 
in the sample 10 days after the initial mailing. A telephone "hotline" service was offered to all 
respondents to answer questions and provide information about the survey. The procedures did 	 11. 
not include other follow-up procedures or reminders. 

A telephone survey of non-respondents was conducted in September after completion of the mail 	 • 
survey. The non-response survey served two purposes. First, it allowed us to identify the 
proportion of éligible and ineligible cases (companies and respondents) in the sample so that more 
accurate response rates could be calculated. Cases were defined as ineligible for the following 
reasons: the company is no longer in business, our mailing address was incorrect (e.g., the 
company had moved), the addressee (respondent) is no longer with the company, and the 
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. respondent was not available during the .survey Period (e.g., on vacation, away . on  business). 
Secondly, non-respondents were asked a short  set of  four questions frOrn the mail survey so that 
We could  compare the results for the Mail survey and telephone  non-responclent samples. These s  • 
comparisons, facilitate thaanalysiS•of the ektent to which-the mail survey results represent the 
population of SMEs across the entire count ry .. 	 . 

223 Data Base Management  and  Analysis 	 . 
The completed returns were processeeby. Energy .Pathways Inc. The survey  data  were entered 
by  a professional data entry firm employing standard procedures  for  quality control and error 
'reduction. The database used for the analysis was created with SPSS Version 7.0 for WindowS. 

The survey.data were sùbjected to a . rouhd of data quality  checks  including review of the  
•univariatà.distributione, reliability tests of :both individual  variables (e.g., ,  split halveS: measures of 
.variation/dispersion) : and Multiple-indicator scales  (e g, Cronbach's alpha  for  additive scales), 
and-conetruct . valiclity„tésts to verify that relation -ships arnong 'key  variables çonforrned to 

, The .tinivariate distributions .  and descriptive StatisticS for all .suryey variables' are presented With 
the three survey  questionnaires  in Appendices A to.C. A complete set  of  Statistical  tests  was 
condudteci to assess the relationships betWeen all questiqns asking about the needs, opinions, 
practices and experiences of SMEs (i.e., most Survey  questions) and the following key  variables: 

. economic sector ;  siZe , of the Company (i.e., fewer/More than 250 employeeS), youth hiring . 
*practices ovethe last' 12 -n1onths., and years  in business Multivariate statistical:tests were „ 
conducted in specific areas where prelirninary analyses indicated that further _exploration was 
warranted. 'Where these relationships are both substantively and statistically significant, the 
reSults are presented in the following Sections of survey. findings. • : 

22A . .:Sainple s:Sizeiand ReSpense:Retes:. -  * 	 : 
•••• A total  of 515 resporises were receiVed by  return Mail from coMpanies in the 'originai'mailout 

samPle: 	 *-• . 	- 	 . 

	

, 	 . 
- 	:*.' 165 for  part  1 Praçtical Computer  Applications for  Business 	• I 	• 

•
. 	. 	 . , 	 .„. 

	

235 for Part 2: New Market Development and Ekportirig 	. • 	 . . 	 . , 
115 for Part 3:' CustomerService 

The final response rate  to  the  survey is 16.5 per  cent—one in six of .the senior SME,executives 
and principals in the SaMple: The calculation of reSponse rates takesintà acCount both the . 
Suniey retùms and the result's of the nôn-response surveY. The non-resPonsb SurveSt included 

. successful contacts with 350 companies in the original'.sarnPle. Of these 350 contacts, '36% 
were with companies considered to be ineligible for the.suivey. There were  two  primary reasons, 

- why respondents  were  considered ineligible: the mailing  address was incorrect, and the respondent 
was not Callable during the Survey period (because of business  travel or vacation) 

The response rate calculations are presented  in Table  2.2 beldW.  
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Table 2.2: SME Survey Response Rates 

• Total number of questionnaires mailed to the initial samples: 4,600 

• Completed questionnaires: 515 

• Residual non-response: 4,085 
(4,600 - 515 = 4,085) 

• Estimate of ineligible cases derived from non-response survey: 1,471 
(4,085 x .36 = 1,471) 

• Estimate of total number of eligible SMEs: 3,129 
(4,600-  1,471  =3,129)  

• Overall response rate: 16.5% 
(515  /3,129)  

2.2.5 . Simple  Representativeness 
Sample representativeness or, conversely, sample bias—the degree to which a survey sample 
represents the overall study population—is always a crucial question for survey data analysis. 
One of the principal means used to asses's the representativeness of the sample was by 
comparing the results from the mail survey with the results from the telephone survey of non-
respondents: i.e., the more similar the results, the greater the confidence we can have in the 
representativeness of the survey data. Comparisons for the overall sample are possible for two 
important questions: the number of new youth hires in the last 24 months, and the job 
opportunities in the company for qualified young professionals. Overall, the results for these 
questions are very similar. The findings are presented in Table 2.3 below. 

Question 

Table 2.3: Comparison of Survey and Non-Respondent Samples 

Survey Sample Non-Respondents 
(n = 515) 	(n = 55) 

1. Companies with New Youth Hires in the Last 24 Months 
Yes 	54% 
No 	46% 
(Includes respondents who left this question blank, 
which are probably cases with no youth hires.) 

2. Job Opportunities for Highly Qualified Young Professionals 
No/few job opportunities 	43°/0 
Some job opportunities 	 43% 
Many job oppo rtunities 	14% 

2-6 Alliance/EPI 
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• 22.6 Sample Characteristics 
• An overview of the main characteristics of the survey sample is provided below. These results 
• summarize the combined results for the three survey components (i.e., 515 cases). 

Economic Sector 
Manufacturing: 56.1% 

	

OD 	 Transportation and Communications: 14.0% 
OD 

Construction: 9.9% 
• Finance, Insurance and Real Estate: 10.5% 

ID 
Services: 9.5% 

	

1111 	Company Size 
• • Small (20-250 employees): 78.1% 

•
OD 

Medium (251-500 employees): 21.9% ID 

Position of Respondent in the Company • 
Owner, President or CEO: 42.7% 

•
« «I 

	

	 Senior Manager, Executive Officer, General Manager: 31.4% 
Manager, Human Resources/Personnel: 10.0% 
Manager: Other areas or responsibility: 9.6% 
Other: 6.3% 

O 
• 
O 

O 

O 
• 
O 
O 

ID 
O 

O 
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ei 	 3.0 Findings from Scan of Expert Opinion on SME Needs 
• and Work Opportunities for Young Professuonals 
O 

• 3.1 	Preliminary Scan 
The experts interviewed responded positively to the idea of an expansion of ON-SITE into a 

• number of subject areas, if appropriate matches can be made between industry needs and the 
• skills of unemployed young professionals. It was noted that young ON-SITE workers should not 
• be responsible for work that is "mission critical". The most successful approach is one that 
• places individuals in situations where they are exploring new fields of activity or looking at new 
• ways to make improvements to existing activities. 

32 	In-depth Industry Scan 

32.1 Opinions About The Labour Market for Qualified Young 	• 

• Professionals 
• Almost all questionnaire respondents agreed that "highly qualified young people have had a very 
• tough time entering the job market over the last few years." Furthermore, few SME employers 
• thought that either their industry or the Canadian economy as a whole has done a good job 
• providing job opportunities for highly qualified young people. However, employers were much more 
• positive about their own firms' successes in bringing highly skilled young people into their 
1111 	 organizations. 

• Most employers thought that young professionals have not had the opportunities they need to 
11111 	 gain practical work experience once they complete their education, and most believed that young 
• people need some type of help to enter the work force. 

The SME employers were asked about the barriers which young people encounter when trying to 

• get jobs in their respective industries. These questions dealt with two major types of barriers to 
labour force participation: 1) the skills and characteristics of the prospective young worker; and 
2) hiring problems faced by employers, including costs and changing human resource practices. 

• • 	 Skills and characteristics of young people: According to the SME employers, the most serious 
• problem facing young people seeking work is the lack of practical work experience. This is 
• considered a more serious problem than any skill or attitudinal deficiencies of prospective young 

workers or any barriers to hiring faced by employers. The majority of employers did not conSider 
• young people's level of enthusiasm and commitment to be a problem, but most thought that young 

O 	
people have unrealistic expectations about their value in the job market. Skill deficiencies, 
whether general skills in language, mathematics and communications or more technical or 

• specialized skills, were considered by most employers to be only moderate barriers to labour force 
• participation for young people. 
O  
• Hiring problems faced by employers: Respondents felt that the biggest problem they face in trying 
• to bring qualified young people into their organizations is changing human resource practices, 
• including downsizing, outsourcing and greater use of contract workers. 

O 
1111 
• Alliance/EPI 	 3-1 



:3-2 Alliancejel 

Needs Assessment of Small and Medium Enterprises  

322 SME Perspectives on Needs 
Ernployers were asked to rate the importance of '12 different. factorS.tliat could affect the 	 • 
growth and competitiveness of their buSirieSses over the next three to five years. The list Of . 
these factors was prepared •on  the basis Of factors identified- during the intervieWs with experts 	• 	' 
in the preliminary scan. 	 . 	. 	 • 	 • 	• 	 • . 

' 	 • 	 . 
Employer ratings of thé importance of the 12 factors fell into three categories. The sample size 	 • 
of the survey did,not permit 'us to• make statistical inferenceS about the overall relative ranking 
Of  factors  withiri these three broad groupings. 	 . . 	 • 	 . 	; 

• 

ImprOved:customer  service  was rated the most important factor. 'Almost 80%  of  
• ernployers rated improveçl custOmer service as ,either a very important or extremely- • 

important factor (6 or 7 on the 77point scale): The overall  average  score on the 7-point 
scale was 6.2. 

*',' Six other factors were also given high ratings by emplciyers.. Each 6f these factors had 
an average rating of at:least 5  on the 7 point  sçaleS: 	. • • 	: 	. 

• better use of  advanced technologies for production; 	 • 

• innovations: product or service deVeloprnént, product design, R8Ç,D; 	 . 

••• 	• 	international market developrtient;' 	 '• 	• 	. • • 	• 

- 	• better  use of computers  for management and administration; 	. 

• quality management (e.g., ISO 9000); and — 	 . 	.• 	, 

	

. • bettor use of Computers for marketing and communicatFons: 	 . 
• 

Five other factors were rated by employérs as less  important  for the growth . and 
• competitiverieàs of their btisinessés over the next three to five years (average rating of 
• 'between 4 and5 on the 7-point scaleé):. . 	• 	, 	 . • 

• • domestic market development; 	• ' 	 • 	• 

• improved Ciccupational health and safety practices; 	. 	. 	• . 

• analysis/benchmarking for improved procluctiVity; 	• 

• improved:environmental  management and praCtices; and 	 ' 

• improved energ‘j Management. " 	. 	 - 	• 

0 :  
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32.3 'Meeting Specific Needs to.Achieire Gitwth . 
Use of computers to improve  administration and management,  use of computers to improve 

. marketing and  communications, Use of advanced technologies for production, and international 
market development Were all areas that had been identified in earlier research as offering gàdd 
potential for recent graduates: •COmpanies were asked .to pràvide qualitative information on 
activities that.they considered important in these streams. 	. 	 • 	• 

Use of Computer  Technologies 	. 

The greatest number of -resp.  rinses related to i'mProying.current  production  methods.. 
Manufacturers in particular were interested in thià, citing interest in computer-acsiSted design ; 
(CAD)  and  CAD output tà control Manufadturing (CAD/CAM), production planning, materials 
requiretnent planning and various specific high-tedhnologY syétenis. 	s  

The next major area of interest was training and education in computer Use and software. 	. 
There was also strong interest in the  use of computers to imprOVe business Management and - 
administration; and in use of the Internet...Use of Computers.formarketing:and communication 
was the other Major area of interest. . 

Néi,v,Markét Developinent 	 , 
With  respect  to new Market development, the actiyity  of greatest interest was that of market 
analysis/niarket stùclies, The other major  area of interest was in Ériarketing/sales/ 
dommunications/ follow-up. on .  market leads . 

COmpariies also indicated a need for more information on trade and export documentation . 
prOcedures. Other areas in whidh 'there was some intereCt included deterrnination Of 
modifications neeçléd in produbtà and procedures for expOrt markets, and .competitive 	• 

.• analysis/niche identification: 	. 	 . 	. 	. • 	 : 

ao 
se 
et 
or 

3,2.4 Opporteities for Younû Piefesionals to Itfteet:SME'Needs 
After rating the importance of different factors 'Contributing to growth-and competitiveness, and 
identifying specific.fieeds to achieve .grovvfh, employerS were asked to rate their firms' job .„ 

. opportunities for highli skilled.young people in these areas over the next 24 months. 	.• . 

Overall, for each of  the  12 'areas aSsessed, about.half of the eMployers indicated that there' • 
would be at least some job opportunities  for  young profesSionals over the nèxt.24 months. 
The  areas rated ae:having the greatest number of opportunities for young professionals  are 
as f011ows (average scale ratings of 3.6 Or higher): - 	 • 	 •• - 

• advanced technologies  for production; 	• 	.. 	' 	 • 

• ...customer  service, and, . 	• 	: 	. • . , 	 • , 
• innovations : prciduCt or service development; prodùct  design,  R&D. 	. 

Alliance/EN 
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a 

Five other activities were rated as having a moderately high number of oppo rtunities (average 
1111 scale ratings between 3.0 and 3.3): 

• computers for management and administration; 

• quality management: e.g., ISO 9000; 

• computers for marketing and communications; 

• international market development; and 

• domestic market development. 

For the other four activities, employers indicated there would be fewer oppo rt unities  (average  
scale ratings of less than 3.0): 

• benchmarking/productivity analysis; 	 • 

• fib occupational health and safety; 

• improved energy management; and 
118 • environmental management. 

325 Findings on Other Themes and Issues • 
Workplace Situations for Young Workers 
Most employers indicated that they usually have their younger staff working under the close 
supervision of an experienced staff member. Manufacturers were more likely to let their younger 
staff take on a new task or work independently on a task. Employers reported that in the first 
six months on the job for a new employee, an average of about one-quarter of the time of a more 
senior staff member is required for supervision. 

• 
Finding Suitable Candidates for Professional - level Positions 
Fewer than half of employers reported that it is "easy" to find suitable candidates when they 	 a  
are recruiting and hiring young people for professional-level positions. Companies with more than 
100 employees were much more likely to be positive about their experiences with hiring young 	 1111 
people. 
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• 3.2.6 «IdentificatiOn of Phase Issues 	. 	 . 
The following streams were selected for investigation in Phase II: 	 . 	• 

• computers for management and administration; 	 « 

• computers for marketing and  communications, 	 , 

• new market development: international; 	. 	 • 

• new market development: domestic; and 	: 

• customer service. 

These streams were deterrnined to merit further surveying not only because they are of 
. demonstrated interest to SMEs, but because they offer opportunities for graduates with a 

general range of skills. General research and computer skills can be found among a broad group 
of arts, social science  and business graduates. The bùlk of "traditional" ON SITE candidates 
have been science, engineering and environmental studies graduates; these neW streams  offer  the 
potential to bring the benefits of ON SITE  to a more diverse group  of  graduates With broader skill 

' sets. The range of business sectors.interested in theseareas is sufficiently broad that the 
streams would offer good potential for the job definition and matching services provided by 
ON SITE  

• For three of these streartis in particular (computers for management and administration, 
international market development and domestic market development), there was a high 
cbrrelation between respondents' interest and their  perceptions of opportunities for young 	' 
professionals. This  suggested that companies with a strong interest in the area should be 
receptive to the idea of hiring young professionals through ON-SITE to assist them in the area. 

. 	 • 	 .•. 

A majority of manufacturers indicated some job opportunities fôr young profeSsionals in export • 
market development. Although there was less interest in domestic market development, 53% of 
manufacturers indicated some job opportunities for Young professionals in this area. Th.ere was 
a very strong correlation between interest in international market development and interest in 
domestic market development.  

The particularly high importance rating given to custônier  service  emphasized the  importance of 
surveying on this stream to better define its parameters. The correlation between interest in the 
subject and oppôrtunities for  young professionals was lower than for some of the other streams, ; 
but the  interest spanned a broad range of sectors and company sizes. Although companies 
indicated a strong interest in customer service, they provided relatively little qualitative 	. 
information on exactly what types of skills they needed. 	 , 

Correlation between company interest in computers  for marketing and communications and 	• 
perceptions of  opportunities for young professionals was lower than  for  Computers for 
management and administration. However, companies with more than 100 employees were much 
more likely:to identify marketing ;  and the stream was .also strong among manufacturers  This 

 interest;  combined with the broad range of skills sets that could be employed in this stream, 
indicated that this stream was worth investigating further: 	 • 
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The use of advanced  technologies for production, and innovations (R&D, product and procesS 
engineering, product and service development) demonstrated considerable promise: both streams 
Shew a high correlation between employer interest and perceptions of opportunities .for  young 
professionals, particularly for larger companies. However, these strearreWere not selected for 
Phase II suiveying because they encompass very specific activities and appear to require a more 
specific set of skills (i.e.,  more advanced  science and engineering skills). As such,  ON SITE 

 streams in these areas would be attractive to more restricted groups of, both candidates and • 
employers, making the  marketing and matching proceSs more difficult. However, these streams .• 
imay merit further investigation in the fufure. • 

• 
.In summary, fiVe activity areas (one more than originally proposed) were selected for detailed 
surveying in Phase II. 

• • 
••  Computers for management  and administration,  and computers  for marketing and 

communications. As there is a gooçi likelihood that many companies interested in • 
• " computers for management  and administratien will also be interested in computers  for 

• • marketing and communicatiens, these two streams were comt)ineO in one survey Sent to 
. 	1,800 employers. 	. 

*. Export market development and donie stic market development were alse.combiried in : 
.' 	one survey sent to 1800•Cases.. Phase I data shoWed a strong cOrrelation between 	• 

interest  in  these areas, and it was determined that SurVeying a larger sample on both . 
. • issues .would provide a greate r  number of valid responSeS in each area. 	• 	• 	. • 

• Cristo/11er service waS selected for investigation through a survey  of 1,000  SNiEs. 

• The firidings from the surveys conducted on these topics are; summarized in the following 
chapters. 

Alliance/EPI 
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Phase II Findings: 

Practical Computer Applications for Business 

New Market Development and Exporting 

Customer Service 

Human Resource Needs and Work Oppo rtunities 
for Qualified Young Professionals 

Support for a Work Experience Program 
for Qualified Young Professionals 

Implications for Work Experience Programs 



A.  

Needs Asse$sMenfof Smell and Medium ate ...mites 

Practical  Computer Applications for Business 

4.1 .  Overview of Firms in the'Computer'Applications Stirvey Sample.- 
• The Sample for the  computer  needs surv.ey was compàsed of 165'SMEs. Approxirhately half Of 
•

, 	 the 	in the SainPla were rriartufahturers (48%)...The...other half•of. the cOmpariieS were'. 
•

. 	„ 
• . in four other sehtors: construction (8%),  transportation and  communications (13%),  services 	• 

-••, 	. '• : (11%), and finance, real eState and insurance (20%)..: . 	 . 
• . 	 . 	. 

: 	- 	-About three-quarters  (77%)  of the companies had between 20 and 250 employees. The remaining 
• • 	: 	23% hadbetWeen  251 and 500 énipioyees: About one-third (36%) of the medium-Sized companies 

". werarhanufacturérs. Approximately .  20% of the mediüM-sized, cohipanies. Were in the  
• : transportation and  communications, services, 	finance, reàl estate and insurance septors, . 	, 	. 

The respondent profile •colifirmed the seniority  of  the respondentSin their  respective  cOrhpanieS. 
. 	. 	70% were owners and senior executives: i.é, - -39% were Owners, Presidents, or CEOS end pl% . 
_ 

— 	 : were GMs or Chief ExecutiVe Officers. 	 ; 	 . 	 . 	• 

. About twO7thirds;(63%) Of the coriipanieS had hired new staff in the  last .  24 months; 43%•had 
hired young  people  under'30 years old.  

4.2. Comptiter.Capabilities 'of the firm 	- s 
Ôverall, reSpO lidents rated the  computer  capabilities of their comPanies  as  itiOderate to high, 
Approxirdately one-third (33%) rated their overall dapabilities as high* (6 or 7. on the -peint : 
shale), 54% ratàd their capabilities as moderate. (4 or  5 on thascale), and just 13% rateçl their 
capabilities as low (à or less on :the 	 : • 	 -• • 

Fieerding  the computer capabilities for specific-company functionS, respondentS rated their 
coMpanies' 'capabilities as..highest iri  the production of goods and services (40% rated.this as 
high) and in management and administration  (35% rated this as high). Computer capàbilities for 

*. Marketing and.communicationS (25% rated  as high) and sales and cuslomer service (30% rated': 
as high) Were consiçlérecl tà be somewhat lower. 'These results are presented in Table 4.1. - 

; 	; 	 •-• 
. Companies that had hired,young people for professional or techniçal  positions in the làst 24.: , 

months  gave  higher ratings of their firms' computer «capabilities." MediuM-sized firms were only .. 
slightly  more Positive than Small cornpanies.about the computer  capabilities-oi their firms; both 
'overall  and  to serve spehific 'functions. 	 . 	• 	 ' 	• 

ao 
se • 
oe 
or 
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Table 4.1: Computer Capabilities of the Firm 

te High Çapability 
Moderate Capabilibj 

EI Low Capability 	 a 

a 
a 
a 
O 
a 
a 

Following are some bther findings concerning respondents'  opinions  about thé computer capabilities 
of their firms. 

Most respondents (66%) were  satisfied with thé computer capabilities of their company: 
27% were  moderately satisfied and 39% were yery satisfied; just 4% were extremely . 	. 

a 

0 

0. 

satisfied (7 on the 7-point.scale). 

A majOrity•of . respondents (78%) alsb agreed the their conipany-  gets a goed return on 
their investments in  computer hardware and Software; 14% strongly agreed. On the 

 other hand; alniost  one quarter of  respondents (22%)- did not think that their company 
gets a good return'on their Computer inyestrnents. , • , 

• Similarly, 69% of respondents agreed that their  staff  makes the best  possible use of 
existing computer equipment and  software,  22% disagreed. • 

Half of the respondents (50%) thought their companies are ahead of the cornpetition in 
making the computer  system changes needed to be competitiVe; 26% thbught théy are 
just keeping 'up and 24% thought they are falling behind the competition. 

•Respondents were asked to provide qualitative:comments on thé areas in which their companies 
Make the most effective Use of computers, and on areas where improvements would be useful: 
Most indicated that theirçompanies make the most effective use of computers in aCcotinting, 
financial  management and administration. A .number also indicated that Computers are  uséd , 
effectively for design, engineering and  production . 	, 	• 

a, 

. 

a 
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. 	 , 
A nurriber of Cornpanies indicated that improvements to computer use Woùld be-useful-in variouà 
aspects of administration and management. A variety of:specific hardWare, and . software 
iniprovêments were aleo nie.ntioned as being.desirable. Improverrients related to productionlvvork - 
management,  sales and  marketing, and communications and.reporting were mentioned by a small 

	

nurnber of companies. 	 • 

4.3  *Company  Use of  Internet.and On.itine Servioes .":' , 	 • '. 
A Majority' of the companies (60%)  have àccéss to thelnternet, including 56% Of et-miler 
comPaniés  and 71% of Medium-sized -  companies  dOmpanies in the manufacturing (59%), • 
transportation and  communications .(65%) anefinancial, insurance-and real. estate (72%) Sectors 
are more likely tô have accese.to the Internet  than  companies in the  construction (45%) and 
service (41%)'seCtorS. , 	; 	 , 	 „ 	. • 	. *; 	• 

'Table 4:2 below'shoWs the purpOses for which COmpanieS reported ueing the Internet. 

• Table 4.2.: Purposu  for  Which Companies Use the Internet' • 	 . 

Use
. 	 . 

f 	; 	• 	". 	- 	 %  of  canipanieS,. 

Information on .suppliers . 	 • 	49% .  

Advertieing,  promotion  and  marketing 	 • • 39%‘ 

É3usinessistretegic :  information 	  34%'• 

: Information on cOmpetitors:i 	  24°4'  . 

- Internal  communication s 	  23% 

' 'Electronic cOrnmercePl . 	 22.2% 

Market research and custonier identification - 	 22%* 

. Sales  support 	 . 	' 	  17% 

• TechnicaVafter :sales support 	  . 	 . 

• : The patterns of use for Small and  medium-sized Companies are similar. 'Manùfacturers are 	. 
• * • 	• somewhat more iikely to  use the  Internet  for information  on competitors .(30%) and business and 
• strategic  information (40%) Companiee in the transportation  and communications sector are  
• more  likely than Other Companies to use the Internet for advertising, promotion  and marketing  

•(46%). 
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.Fewer coMPanieS (21%) sUbScribe to  commercial on,linebusiness services.' Almost all of these 
coMpanies . (9 .1%) indicated that they also usé thé Internet  for business adtivitiés. Ôn 7line 

•business Service subScribers use-these services  for thé activities shoWn in Table*4.3.overleat , 
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Table 4.3: Purposes for Which Companies Use Commercial On fine  Services 

Use for On-line Business Services 	% of companies 

Information on suppliers 	' 	"° 	• 	'47% 

(;enèral IDusinessistrategic information 	• 	• 	44% 

Technidal information 	 , 	 38% . 

(Xner uses 	  25% . 

Market research 	z 	 • 	 22%.' 

Information on comPetitors 	„ 	• 	 , 	13% . 
a 

AlmOst three-quarters of the companies (72%) are interested in using thé Internet for their* : 
buSiness. Interest is strong across all sectors and for both.shiall and mediUrnr .sized companies. 
Companies with higher' computer capabilities and who are more satisfied with their computer 

. capabilities,are  more  likely té be interested in using the Internet in their businesS.:  . 

•lib Only:about one in fiVe companies (18%) with access to the Internet did not express 'interest 
using - the, Internet for buSiness lidwever, over half (56%) of the companies that do not currently • 
have adcess•to the . Internet expressed an interest in uSingte Internet  for business, including 20% 
who have a very strong interest. 

Interest in using or exploring the Intern& or on-line business services was strongest for thé 
folloWing strategic business planning activities: technical information (76% interested including 
32% very interested) and general business/strategic information (77% interested inéluding 25% 
very interested). . 

*Interest was also relatively high for research.into sources of assistance, research into new 
business opportunities and research into new technologies. These results are presented in Table 
4.4: • 

In qualitative corfirnentS, companies indicated, that Internet access would be most useful 
for  communications  purposes  (e g,  adcesS tb/cômrnuniçation with customers,:internal 
communications, e-mall, etc..), for marketing  and sales,  and for research into markets, 
suppliers and technical information. : f 

4 4 Computer Needs for  Management and Administration . 
The survey asked respOndents about thé potential•usefulneSs of 15 different  types of 

•improvements to, their firms' computer capabilitieé in the area Of Management and administration. 
Overall; respondents were verii positive about the extént to which these various iinprovements 

• in computer capabilities would be useful for improving their firms .' management and : 
administration. In  fact;  for 14  of the 15 improvements reviewed, - a large Majority  of  respondents 
said that the iinprovementS would be at least moderately Useful.. 

• 
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• Sources of assistance 

New business 
àpportunitiès 

. Technical information 

New technologies to 
license or adopt 

Overall IntereSt 

Table 4 4 : Interest in Using the Interne for Strategic Business Planning 

:111111111,01.111111111 	.38% 	I 

• 

e 

M Ver)/ Interested 
[-,1 Moderately Interested 
D Not Intérested 

I 	 I 	 . 
0% 	20% 	40% 	60% • - 80% 	100% 	• 

Percentage of Responses 	 " 

The 15 types of impràvements revieWed were in three broad areas: 1) strategic , business 
planning; 2) financial management; and, 3) other management functions such as.scheduling and 
projèct management, inventory control and humàn resource managenent.. (For details, see the 
questionnaire - Question 11 - in Appendix A). Among these.three broad  management  functions ;  
respondents indicated that, °l'erg, improvements to their çapabilities for financial management 
and "other" management functions would be the most useful. Using 5ummary measures 
composed of related 7-point scales, thé average ratings (out of 7) for the usefulnesS of the three 
types of improvéments are a5 follows: 

• Financial  management : average score = 4.84 (47% saicithese iinprovements would be 
very useful; another 38% said they would be moderately useful). - 

• Other management functions (e:g., Project management, human resources): average 
score = 4:78 (42% said these improvements would:be vary useful; another 42% said they 
would be moderately useful). 

• Strategic business planning:. average score -7 4.14 (24% said these improvements wculd 
be very useful; another 41% said they would be rnoderately usefùl). 	 . 

GeneraF business/ 
strategic information 

Needs Assesa'  ment .of . 'Éniall and Medium Enterpries 



Needs Assessmen t SmalIand Medium Enterprises. 

Respondents with medium-sized companies were more likely than their coUnterparts w#h smaller -  - 
companies to indiCate that improvements to theirCompLiter capabilities for financial manageinént 
would be useful: 60% of the mediun>sized firms said thése improvernents wouid bevery useful 
compared to 42% of malle!' firms. Similarly, medium-Sized companies were more likely than 
smaller firms to think that improvements to "other"  management  functions suCh, as project 	1 
management and human reSourCes would be useful:•50% compared to 40% of •smaller firms. 

Among those companies that Were most supportive•Of youth hiring initiatives, over .half (52%) 
indicated that improvernents  in computer capabilities for strategiC business planning would pe 
very useful. Çompanies that have hired greatér numbers of young workers for technical and 
professbrial positions were also more likely to think that improvéd computer Capabilities for 

• financial management would be useful to their firrns. Abdtit 60% of. firms that have hired 10 or 	. 
more young people said improVeménts  for  financial management woùld be useful, compareçl tO 
33% of firmS hiring %Wei' than 10 young people and none of the firrris that hireçl no young people. • 

The rated usefulness of all three types of improvements to  computer  capabilities is highly 
. coffelated with the availability Of wOrk oppértunities for young people in respondents' firms. For , 

exaniple, 63% of respondéntS who said that computer improvements for strategic business " 
planning would be useful also said there are work opportunities for young people; only. 43% :who 
said such improvements Wôuld not be useful said there are work 0pportunities. 

• • 
There is also a strong relationship between interest in using the Internet for business and the 
rated usefulness Of improvementsto  computer  capabilities for Management and administratiOn. 
For example, 94% of respondents. who said that  computer irnproVements for strategic business • 
planning would be useful also were intereste,çl in using the Internet for business compared to 609/0 1  
of respondénts who said that such improvements would not be uSeful. 

• • 
• In qualitative cornments, respondents indicated that thé main advantageS of ,inveStments in 	• 

computer technologies for manage -lent *and administration lay in faster acCess to infôrmation ;  
• better-qùality information for décision-making, greater.cost-effectiveness and improved efficiency 

and productivity. Competitive factors were alsô cited as  driving forces behind inVestments in • 
• çomputer technologies. 

4.4.1 Strategic Business Planning 
Research into new markets and c,ompetitive intelligence were rated as the most useful  types of 
improvements In computer capabilities for strategic business planning Research in support of 
strategic 'business objectives was considered to be moderàtely useful while  identification of new • 
sources of investment and funding was less important. These results aré presented in Table 
4.5a opposite. 

• . 4.42 Financial Management 
• Cost management was rated as one of the mbSt u.seful types.Of imprévements overall and as  

the most usefUl type of improvement for firianciatmanagement. Accounting/bookkeeping and 
payroll weré also.rated very highly. • For each of the fiVe types of financial Management 

• fundtions reviewed, a large majority of respondents thought that improvements to computer 
capabilities.would be at  ieast rhoderately uSeful. Thése results are presented in Table 4.5b. 
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Electronic invoicing 22% 
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Table 4.5a: Usefulness of Improvemerits to Computer 
Capabilities for Strategic Business Planning 
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Table 4.5b: Usefulness of Improvements to Computer 
Capabilities for Financial Management 
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443 Other Management Functions 
productivity analysis and scheduling/planning and project management were rated as the most 
useful improvernenfs to computer capabilities for other Management:funCtions. Even for thé least 
highly rated function, human resource management, over one-quarter of respondents (27%) 
indicated that improvements in their  computer  capabilities for this function would be very useful. 
Tliése results are presented in Table 4.5c. 

• 
Table 43c: Usefulness of ImprOvemenis to Computer 

Capabilities for Other Managernént Functions 	 : 

• 20%. 	40% 	. 60% 	80% 	_ 100%' 
O 	• :Percentage of Response's 	•• 	• 	• 

4.5 	Computer Needs for Marketing and CormituniCations 	 • 
Respondents' opinions about the valire of improvements to computer capabilities for marketing 
and communications were similar to their views about improvements for management and 
administration. Most respondents (78%) indicated that, Overall, iMprovements to their firms' 
computer  capabilities for marketing and communications  Would be useful: 43% thought such . 
improvernents would be moderately useful and 35% thought such improvements would be Very 

O  useful. The average score of a summary scale (based on the six items présented in Table 4.6) is •  
4.5. 	 • 

ImproVing databases of existing customera was rated  as the  most useful improvement to 
computer capabilities: 81% rated this as at least moderately useful, including 41% who rated 
it as very useful. Production of marketing and promotional mater•ials (scale mean = 4.6), 

O  marketing/sales databases (scale mean = 4.5), and internal company communications such as 
&mail and networks were alSo highly rated for their usefulness. These results are presented in 
Table 4.6 following. 

Alliance/EPI 

0% 



Needs Assessme .d Smaltànd• Medium Enterprises . age 

- Table 4.6: Usefulness of Improvements to Computer 
Capabilfties for Marketing and Communications 

batàbaseS of existing 
*customers 	' 

27% 

Prnduction of rrianceting 
:-nrif:j promo Materials.: te; Extremely Useful 

El:Moderately Useful 
Not At All Useful 

27%.. • 

. 	 • 
«0% 	20% 	40% 	60% • 	80% 	100% 

. 	 Rerçentage of Responses - 

The opinions about the value of improvernents to computer eapabilities  for  Marketing and . 
communications  were consistent for firms in different sectors  and  for both sniall and Medium.,  . 
sized firms. Respondents', yieWs about thesélinprovements were also consistent no mattr.iihat 
their level of satisfaction with eùrrent computer  capabilities. 

Higher iatingS of the Usefulness of improvementsito computer capabilities for Marketing  and  
communications  were verystrongly related. to interest in.using the Internet for business 
development (r =,.5). IntèreSt in using the Internet was also ,related, although not as Strôngly,, 	• 
tO:ratings of the ùsefulness.of improVements to-computer dapabilities for strategie business 
planning (r =;.35) and for 'other Management functionS like projedi  management or human 
resources (i.2),  but  not for financial.Management. 	• 	- . 	 , 
In  qualitative  comments, reSpondents-indicateel that the Main advantage of inVestments in 	. 
computer technologies for 	and  communications  was., again; faster aceesS te• better 
inforMation., A number of respondents alSo indidated that bette.r customer service and "access td 
new. customers were  important  motivating factors. 	 • . 	 • 	 . 	 . 	- 
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• 4.6' • Barriers to Computer Use • 

Two,thirds Of resPondents (66%) reported that their companies have prOblems that present 
. barriers to making iniprovements in their Computer capabilities. For most of the Companies (49%), 
these pl'oblemS were:rated as moderaté barrier's; for 18% the problems were rated-as serious. 
Smaller firms rated the barriers as more seriqus . thah Medium-sized firms; •Firrns in the 	. 

.construction ' sector also rated them as more serious, while they  were  less serious for " 
manufacturerà. - 	," • 	. 	 . 

Respondents.who Were less satisfièd With : their compahies'  computer  Capabilities aisô reported 
greater barriers to iniproving therh. Oh the positive side, companies with greater barriers té 
improving computer capabilitieS were  more  likely.  to indicate that they have computer-related 
:Work opportunities. . • • z , • 

For  Specific barriers to improving computer capabilities, thé most serious were concerns about 
the value of frequent upgrades to hardware and software (Scale rhean'= 4 -.5) and the Cost of 
upgrading  hardware and software (scale mean = 4.4). The learning 'curves.and costà .of staff 
training (scale mean .= 4.3) and the lack of pdrsonnel - With sufficient computer skills (scale mean 
= 4:2) were also cons,idered to be significant barriers..0ther problems, including management and 
Staff resistance to change, were not considered td be as serious.' These results are presented in 
Tablé 4.7. Qualitative cornMents  on  barriers to imProving  computer  capab il ities àléo focused *. 
mainly on costs and learning 'curves/requirements,for training. 	 • 

• • P„ • 	 • 	 , 	 •• 	 • 	 . • 

Table 4.7: Barriers to Improving Companies' Use of Computers 

. • 

• IS 
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of frequent upgrades 
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enereMeeM 1::,,OMe "Ïkk.lefflgeenee. 

eeek:533535,, 
Cost of upgrades 23% 

•Staff resistance to •- 
:- çhande 

113 
.Managément 

resistance tà change 

•Alliance/EPI 



»): 7% 

6% • N.e»:«•••••::>>: :4;:tes,•:•»»>» 
i.norease. 

▪ 6taSt thie Seine , 	. 
▪ :DedreaSer, 

:n 
lileedS Assessment of Small and Median,'Enterprises 

5..0 • NeW.Majoket Development and Exporting: • 
. 	 . 

. 	 . 	 . 

	

OverVievV of 'Firnis  in the Marketing 'Survey Saingle: 	. • 
511 Firin Sector and Siie 
There were 235,$MEs  in the  sample  for thé heii-market deiélopment and exPorting survey:,  
Two-thirds of the companies in the seniple , Were mantifactiirers (66%)..' The other one-third 
of the companieS. represented thiee sectorS: transportation and-coMMunications'(13%), : 
construction (11.9/0), and  Services (10%). 	• s 	. 	 . 	• 
.About àO% of the sample was 'cohiposed of smaller CoMpariies with betWeen 20 and 250 
\,employees. The remaining 20% were medium-sized companies.witlibetWeen 250 and 500 .  
employees. Alhiost'all Of these medium-sized coMpariies Were manufacturerS. For the.smaller . 
firms»the average number of einployees working at  the location of the reSpOndentwas 56, the : 
over'all average fOrall  locations in Canada was'76.. :FOr the .medium-.sized companies the aVeragé . 

 :riuMber Of 'employees working'at the location of the respondent was  347, the  'overall  average for 
:all locations in Canadà:was 413..  

5.1.2 atisiness:Groiyth Prospects 	 . 
Most of thecOmpsnies in the sainple were on the tip side  of the growth Curve; in terms' of both . 
expected exportehd domestic Sales. Almost three-quarters (72%) expected their total sales to 
increase in the nett year, including 29% Which eitpected  sales  to increase sùbstentially  (6 and 7 
on the 7-Poiht Scale). Qver half (53%) expected their dorhestic salès:tô increase, including 20% , 
'which expectedthese sales to inCrease substantially.: Respondents weréseVen  more optirhiStiC 
about thèir exporting . prospects. TWo-thiids (65%) of  the cornPanieS whiCh either export already 
or are interested in expôtting expected their export  sales to. increase. • A third of these Companies • 
(33%) :expected their ekport sales to increase substantially. 	 ' 

"table 5.1: Sales Prospects in the Next 12 Months 

- 

I 

. 	Total  sales  

•ExPort matitei  sales  

Dotnesiic' market:sales •  

0% 	20% . 	- 40% 	60% .  • 	'60% 	• 	100% 

	

Pércentage Of Responses 	 - 
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52 	Export 11/làrket Develépment 
.:521 Expet ActivitY Profile  
A majority of the cOmpanies (61%) already earn eXport revenues, a proportion  which is mud,. : 
higher than is foUnd in the SME population as a whole. ,On average, ccimpanies :that already ' 
ekport earn 39% of their current revenues from sxports (the percentages are the same  for  small 
and médium c"ornpanies). Almost one-qUarter.(23%) earned over.50% of their  revenues  last year 
from expOrt sales.. Over one-third (37%) earned over 25% of their revenues last year from • 
export sales. 

COmpanies that currently exPort .have been expbrting  for an  average of 14 yearS. Srnaller 
- companies (20 - 250 employees)  have  been expbrting an average of 13 years; medium-sized 	- 
CoMpanies (251S00 emplOyees) have been exporting for an average of 17 years. 

A inajority of exporters (58%) are satisfied with the Success Of their coinpany's past and 	: 
current' export activities;18% are dissatisfied and 24% are neitherséatisfied nor dissatisfied. 
Mediurn-sized coMpanies are more.likely than smaller companies to be satisfied with their paèt 

•and current export activities; 68% are satisfied compared to 56% of Smaller companies. • 

The  United  States is•bY far the leading export market for coMpanies participating in the survey. 
Over 90% of the exporters export to the U.S. Southeast Asia and thé Pacific Rim- (3'6%) and 

• Western Europe  (30%) are the next moSt important Markets overall:- Sirnilar  proportions of srnall 
' and medium -sized CompaniéS ourrently export to these three leading markets. Medium-sized 	.: 
companies are muCh more likely to export to  Mexico - (36%). 

The current export markets of companies participating in thé SUNG)/ are shown in Table 5.2. 

. Table 52  Current Export Markets 

Export Market 	 %  of  Exporters , 
U.S. 	 - 	• 	 • 	93% . 
SE Asia/Pacific Rim 	• 	 36% 
Western Europe. 	 : 	30% . 
Mexico 	 " 	- 	 21% 
• • 
Central  and South Améribà 	 21% 
Middle East 	' 	  16% 	• 
South 	 ' . 	 14% 
East and Centrai Europe 	 •13% 
Other . 	 • 	' 9% 
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522 interest in Export Market Development . 	 • • ,•‘- 

Overall interest in  Expert Marketing 	. . 	 s  
Interest among companies' is very high  for  export  market  devèlopment,  for  specific _export «. 	• 
markets and for information to take advantage of «Port markets. Three-quarters of the 	. 
companies (76%) are atleast moderately interested in exportin g .  ordeveloping.new expôrt . 	. 
markets over the next 24:months. Over  half (52%) are very interested (a 'rating of 6 Or 7  on  the f. 
7-point  scale). . Almost one-quarter Of the - companies (22%) are not at all interestèclin exporting. . 	 . 	 , 
ManufactUrers expreSSed the strongest interest in export Market development of the four 	- • 
sectors represented in the sUrVey: 88% of manufacturers .  :expressed at -leaSt à Moderate interest 
in exporting corripared to 55% for companies in the service - sector,- 50% for transportation and  
communicatiohPompanfes and 35% in the  construction sector: 	 , 

interest in export market development and exporting* is related both to the àvaiiabiiity of job 	: 
Opportunities for  young  people in their Companies and their interest in a work experience program 
targeted to yOung prOfessionals. For  example, about 80% of cornpanies which arè.interestect  in  
export.markéting are also interested in a work experience program for Young profeSSionals; for 
dorripanieS not interested.in:exporting, about  60% are  interested in 'a work experience . Prograrn . 	• 
for young professionals.  

Interest in Specific. Export Markets 	. 	• . . 	. 
The export.Markets Of greatest -interest to moet companies are generallyihe ones at the top of 
the  list of Markets to which coMpanies currentlY export .  i.e. i  the U.S., Western Europe and , 
Southeast Asia and the PacifiP Rim. Mexico is a,market for which the leverof interest is high , 
relative to current export adtivity. 	 • 	. 	. . 	. 

,The' overall:level of interest in eXpôrting is most highly correlated With interest in the ,,U.S. and 
Westérn.Europe markets; These reiationships emphasize the strength Of the interest in théée' 
.markets. Correlations between overall interest in exporting and interest in other sPecific  markets 
are Moderately.strông, LevelS Of interest in the different export Markets are  presented' in Table 5:3. 

Among coMpanies - in the different economic Sectors, manùfacturers are the Mostinterested  in 	. 
thè U S market 92%  are interested, inOluding 78% Who are  very interested. Manufacturers  are 

 also the rhost intèrested in the Western .European rriàrket: 83% indicated they: are interested,. 
inçluding 47% who are very intereéted.. 	 . " 
Seryice.companies expressed the greatest interest in Mexico (80%  interested; 40% Very 
interested), Southeast Asia/Pacific: Rim (87% interested; 75% very interested), and South'Asia 

. (873/4 interested; : 50% Very interested), Service.companies also expressed a strong :  interest in : 	• 
. the U.S. Market (993/4 interested; 63%.very interested). 	. 

Medium-sized coMpanies were eVen mère intensely:  interested in.the U.S. market -than smaller 
cOmpanies: 100%.were interested and 90% were very interested (compered  to 89% interested • 
and 68% Very interested for smaller coMpanies). 	 '" . • 	 . 

• 	 , 
Not Surprisingly, côrripanies that earn a grèater.proportion of thèir revenues  from exporting were 
more  likely to be interested in each of the specific:export markets. 
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Table 5.3: Interest in Export Markets 

.'0v rail'  Interest • 

..'• 

• .. 	 • 	 •.. • 
. 	. 	. 	. • • 	• 

	

. 	, 

Western Eùràpé,' 

Meiegelei: 

24% 	24% 

24% 

31°/0 
High  interest  
Moderate'Inferest 

D NotLiàle. Interest 

Central and South 
• America 

•. 	Eastem Europe 

.. 	Middle East .  

South Asia 

• 

417%; 

42%, . 

30% 

34% 

0% 	'20% 	40% 	60%,. 	80% 	100% 

Pércentage of Responée,S 

3 Needfor Information to Take Advantage of export Market 
OpportUnities 	 ; 

Respondents Were asked about their needs for different types of information to take adVantaje 
of export market opportunities .. ihere was a high degree of consistenCy in the responseslo the 
six questions  dealing with the need  for  export-related;information, so Ccimpanies cari be 
differentiated according to their overàll need for informatron. 'Based on a summary index of thé 
çlifferent types of information,  over half  of the  resbondents (57%) indicated that their companies. . 	 1111 
have a high need  for  export Market  information,  31% have a moderate need and just 11% have 	 . 
à loW heed  for  these types of infôrmation. 	 - 7  • 
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, The highest priority for export-related informationis for sales opportunitieè in specifiC markets > 
(91%.identified àt least a moderate need, 5 .9% identified a high'need); A majority of resPondents 
alào identified a high.need for all other types of  information  eircèpt  for  «Port finance option's. 
Company  ratings  of  thèir need for spècific :types of information  to  take advantage of expôrt 
market opportunities are presented in Table 5.4 folkiWing. 	 . 

Table 5 4 : Need for Information for Export Marketing 

Sales opportunities in ' 
specific Markets 

Problems you Might 
encounter High Need 

D Moderate Need 
.1:1 No/Little•Need Characterietics of the 

- 	markets 

Overall knewledge of 
markets «interest 

Ex•riort.finaricing optiOnS, 

0% ,' 	20% 	40% 	• 60% 	80% 	100% 

• 	: 	• - Percentage of Responées. 	 . 

J  Representatives of companies who expreSsed higher lèvelS of interest in 'SpecifiC export markets 
were also  more  likely to express a higherneed for infoiMation,'particularly  information about  
sales oppOrtunities, and for  better overall KnOwledge of the international markets,  that :interest 
their companies. 	. 	 . 

, 
RéSpondents who expressed à higher need for information about export market opportunities 
were also more likely to have job opportunities for young people in their companies and to have an -
intereSt in a work experience program  for  young professionals. • 	, 	 : 
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Respondents interested in eZpért markets rated their companieS' overall readiness to take 
advantage of export oppcirtunities as very high: 90% indicated that their companies are at least 
somewhat ready (4 or higher  on the 7-pbint sdale), including à majo-rity (51%) who said they are 
completely ready (6 or 7 on thé 7-point scale). Even arriong companies which do not currently • 

• éXport (but whiçh are interested), a majority .  (58%) rate theircompanies  as  at least 'somewhat 
ready; over  one quarter  (27%) of the non-exporters said they are completely ready. Among 

•those dompaniés which, currently earn at least 25% of their  revenues  from exports; virtually 
100% rated their Companies as at least somewhat ready;  about  two-thirds (66%) rated their z 
Companies as coMpletely ready.  

Respondents reported that their companies,were best prepaed for exporting in thé folloWing 
areas: general research  and planning (76% said they are  at least.somewhat export-ready, 

- *including 25%- Who said they are coMpletely.readY), determining  changes  needed to products or 
production procesSes (74%ready, with 3'3% cbmpletely ready), and implementation and 
monitoring  (71% ready, with 32% completely reaçly). Areas in which respcindents rated their 
companies as leat expodready were  market research  (65% at leaSt someWhat ready, with 

. 18% completely ready) and detailed planning (67% readY,.with 24% completely ready). These - 
resultS are preSented in Table:55:- 	. 

Table 5.5: Export Readiness 

• : Overal l  Readiness 

peterrnining Changes  to  
ProduCts and processes 

Implementation and 
menitoring 

General research and 
planning 	" 

. Detailed planning 

Market research 

0% ' 	20% . 	40% 	80% 	80% 	; 100% 

-Percentage Of .RespOnsei 	' 	• 	' 
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Smaller companies were more likely to indicate that they -face a broad range of barriers  th 
 successful export ing: 

• '39% of small cornpanieS, compared to 51% of medigni-sized companies, indicated that, 
overall, they face no or few barriers to exporting. 	• • 

• 14% of small companies reported that they face serious barriers; this compares to only 
7%  of  medium-sized companies. 

Needs Assessment of Small and Medium Enterprise's 

OR 

It is interesting that respondents' ratings of their companies' status with respect to the specific 
steps needed for export readiness were not as'high.as their ratings of their overall export 
readinesS yeen.an overall 4export readiness" sCale is constructed using only the responses to 

• the five questions about expo rt  readiness in specific areas, we find that about one-third (30%) of 
111 	 companies are not ready, one-third :(33%) are somewhat ready, and only just over one-third 
• (37%) indicate that they are completely ready for exporting. Thus, :there appears to be a gap 
Ole 	• 	between SMEs' interest arid enthusiasm for exporting (perce,ived "oyerall readiness") and their 

readiness for the specific tasks that cumulatively constitute export readiness. 

CoMpanies that rated themselves as export-ready were more likely to be Medium-sized •• 	 (56% compared to 32% of smaller firms), satisfied with past and current export activity 
i 	• 	• • 	i (54%  .compared to  25%  of firms not sat sf ed w th past export ng actrvities), and active  

• expo rters with more than 25% of revenues from ekports (47% compared to 25% of firms with 
• less than 25% of 'revenues from exports). 

al 	525 Barriers to Successful Exporting 
• Companies rated  the  eight problems presented in the questionnaire as moderately serious barriers 
• • 	to sucCessful expàding. The average ratings on the seven-point scales ranged from a high  of  4.5 
• for a lack of personnel to a low of 3.3 for language and cultural barriers. Overall, based on a 
• 1 

	

	summary index composed of the eight individual  questions,  43% of respondents, indicated that 
their companies have feW or no. barriers to exporting, 45% have rnoderate barriers and just 12% 

a 
a 
a 
a 
R  

• 

a 

have more serious barrièrÈ to exporting. 	• 
• 

The problem judged by most respondents to be the most sericius barrier tO éxpOrting is a lack of 
personnel time to research and follow-up export opportunities: 76% rated this as at least a • 
moderate problem; including 28% who rated it as a serious problem. Only one other barrier had • 
an average score of more  than 4.0 on the 7-point sçàles: the difficulty of finding partners in the 
export  market (average  rating of 4.1). The results about the extent to which these different 
problernS represent barriers to exporting are presented in Table 5.6. FeW respdpdenté noted any 
other barriers in their qualitative Comments. 
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Table 5.6: Barriers to Successful Exporting •  

24% • No time for personnel to 
research and follow-up 
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53. Domestic Market Development 
511 Interest in Expanding Domestic Business 
A majority of companies are interested in expandingtheir domestic business, particillarly by 
increasing sales of existing products and services but also by selling new products or services. 
For exièting products and services, almost all companies (94%) indicated that they are at least 
moderately interestèd in increasing their sales in their home province; 66% are very interested. 
Almost as mahy companies were interested in increasing their sales of existing productS and . 
services elsewhere in Canada: 83% indicated that they are at least mbderately interested and. 
60% are very interested. 	. 	. 
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For new.prodets and Services, 84% indicated at least moderate interest, and 53% are very 
interested.in increasing sales in their lime province. Almost .as  many want to increase their 
sales in other parts of Canada: 74% reported that they are at least moderately interested.and 
46% are Very 'interested. These results are presented in Table 5.7. 	 . 	• 

There -are some sectoral Variations in the levels of interest in different methods of dornestic , 
. market expansion: 

• Construction and service companies are More interested in increàsing their sales of 
existing products Or services in their home province. 

• Manufàcturers are more interested in increasing their sales of both exiSting and neW 
products elSewhere in Canada. 

Smaller companies expressed a bigher level of interest than medium7sized companies in inçreasing 
sales of both new and existing products and services in lheir home province 

Companies with a strong interest in export markets were leàs interested in increasing their sales 
to parts of Canada outSide thèir home provincè: 	s 

Respondentà expected to face very tough competitiOn from other companies selling similar 
prodUCtà and services in their target markets. Over 90% expected to face at least Some 
competition and 65% expedted to face a high levèl of competitiOn. Medium:-sized companies rated 
the competition as even tougher than smàller.companies. . 

Table 5.7: Interest in Domestic Market Expansion 

EiistingProdticts and Services" 

liewproducts and Services 

Percentage of Responses 
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Respondents expected the competition to come from both domestic and foreign sources: 39% saiçl 
the main competition Will be dômestic, 19% said it Will be from foreign-based companies and 42% 
said both. Manufacturers were the least likely (30%) to report that the competitign will çome 
mainly from domestic sources. Only 19% of médium-SiÉed compànies reported that the 
cornpetition will come mainly from domestic sources. 	 • 

5.3.2 Barrier' s to Expanding Sales in Canada . 
Barriers to expanding domestic sales were rated  as  less problematic thàn those for «port salés, 
and ligne of the five problems presented in the suryey were ràted as serious by most cornpanies. 

Just as with export marketing, a lack of personnel time to research and follow-up Marketing 
opportunities was rated as the Most signifiant barrier. 58% rated it  as  at least à moderate 
problem and 23% Considered it to be a seriouS problem. COmpanies with a strongér intérest in 
increasing domestic sales of their productS or services were even More likely to consider a:lack of 
personnel time to  research end follow up marketing opportimities as a more serious barrier. 

A lack of money to invest in marketing or new product development was rated as the  Second 
most significant barrier*: 50% rated it as at least a moderate problém and 20% considered it to be 
a Serious problem. The other three problerris were rated by a majority of respondents as not 
significant barriers, These results are présented in Table 5.8. 

In qualitative comMents on barriers to dorneStic market development, the Most çommonly 
mentioned barriers were competition and restriçted market Éize. 

Table 5.8: Barriers to Expanding Sales in Canada 

a 

a 
a 

a 

a 
a 
e. 
a 

a 

a 
e. 

Ô 

a 
a 

Ô 

a 
a 

fa 
a 

a 



a 
es 

a 
a 
a 

• Needs Assessinent  of  Small and Medium EUterprise 

ID • 

4stônief :  SerViCe  

6.1 	Overview of Firms in the Customer Service Survey S ample  
. 61.1 FireSector andSize 	 • 	 • - 
There were 115 SMEs in the Sample  for the dustorner Service sùrvey. ,  Half.of the dompanies  in 
the .sample .  were manufacturers (48%). The  other half Of the dornPanies -  repreSented. four,- 

:• s.éctorS:..financialinsurançe and real. eState  (18%), transportation and communidatiOnS. (17%) -  
»construction (11%); and the service sectOr:(6%): 	. .• 	 : "i 	. , 

• 
About .three-quarters (76%) of the sample was  composed of smaller companies With between'20 • . 
and 250 employees.. Tharemaining 24% Were medium-sized:companies with betWeen 25 1  and 500 

' employees, Each of the five sectors Was represented by both small and medium-sized doinpanieS.: • . 
For the smallerfirrns,  the average nurnber of employees working at the location of the 
respondent  was 70; the overall average for all locations in Canada . was 177. For the mediurn-
sized companieà -the average number of employees working at the location  of the respondent waS 
176; the.oyetall  average for all  locations in Canada was 348; 	• 	• . 

62 : ' i . :Profileïoi . .CUrrent .:..CUStOMer Service -:P.raçtices...and -'.AttitUdes•: 

62.1 The Importance of Customer Service for Business Growth and 
Competitiveness 	 . 

respondents to the Phase I Stirvey. 

. Three-qùarters of all respondents (75%) rated improved customer Service as very important  to 
their dompany's grovith and. increased cormetitiVeness (6 or 7 on the 7-point scale);-45% rated . 
this as extremely important (I  on the scale). The average Score on thé 7-point scale was 6.0—
the onlY factor with an average rating . of 6:0 or higher.  The  high ratings of the importance of - 
improved dustômer  service  were consistent among., representatives Of different sedtors and small 
and  medium-sized companies. .These findings support the high, rating which - had been'given to 
customer service by reSponclents to the Phase I questionnaire. 	 . 

• . 	. 
Other factors were also rated as very important for business growth and coMpetitiveness'. The . 

:three mdiSthighly..rated were betteriuse of computers for management and administration (64%.: 
rateçl this  as very  important; average scale'rating = 5.8), better use of advanced technologies 
for production (64% rated this as Very important; average'scale rating  = 5.5)1 and . new domestic 
Market development .(60%iatedthis as: very important; average scale rating = 5.5). 	. • , 	 • 

. The ratirigs Of the  importance of the eight different  factors  contributing 'to growth and . 	• 
-competitiveness are presented in Table_6.1 foiloWing. 	• 	. 	 . 	 • 

_ Improving customer' service was rated ey senior SIM' representatives as the most important of .• 
several different factors contributing to  business  growth and competitiveness. Respondents were 
asked to rate the importance 	a total of eight  factors 	could cOntribute to  the growth and • , _ 	 . 	_ 	 . 	 , 

lost highly rated by 
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Table 6.1 
Importance of Different Factors for Business Growth and Competitiveness 

— 
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, 	development 

. Innovations product 	 • 	• 	• 	 • " 	 • 	•-• 	.• 	• • 	• 
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80% 	. 

. 	 . 
The overall ratings for international market development we,re someWhat lower than for most of 
the Other competitiVéness factors. ManufactUrers, however, rated international .market' . 
development as a critical factor: 90% rated It  as important, including 60%' who rated it as very' 
irnportarit. Similarly,: while improyed Occupational health and safety practiceS had a lower 
o. Verail rating, companies in the mantifacturing and construction  sectors considered it to be more 

. important. 	 • 	. 	 • 	 • 

6.22 Cilstdmer Service Practices 	• 	 • 	: 	• 
Respondents indicated that cdstomer service has been a very high priority for their cornpanies . 
over the last two:years. For their management, over half Of respondents (55%) indicated that 
customer service has been the highest possible priority (7 On the,7-point scale); 82% saiçl that it 
has been a high priority (6 or 7 on the scale). Thé average  scale .rating was 6.3. 

Ratings Of the priority Placed by staff on custonier service were slightly lower. About three-
j• quarters of the respondents (71%)' reported that customer service has beeri a high priority for 

staff, including 42% Who said their staff gave customer service the highest 'possible ,  priority. 
The average scalarating Was  6 .0.. Smaller conipanies (under 250 erriployees) were more  positive  



re 

at 

f 

or 
s. 
so 
go 
re 
01  or 

Needs Assessment of Small and Medium Enterprises 

• 	 , 	. 	, 
about the importance of custonièr -serVice for their staff. The averag e .  rating on thé service 
priorify scale for smaller 'companies was 6.4 compared to 5.9 for medium-sized companies. • 

Telephàne conversations, communication  by-fax and mail and courier. delivery are the Principal . 
Methods' uSed by responcientS for  important communications  with their customers. The 	. 
percentage of companies using variouS methods is p?esented in Table 6.2 following. -  

Table 62: Principal Methods Used for Important Customer Communications 

Method 	 % of Companies 

. Telephone  conversations 	  90%' 

Fax 	 80% 

'Mail/courier 	- 	 • 	 .    77% 

l'eriodic In-person -Meetings 	 67% 

Regularin:perSon Meetilgs 	 s 	  50% 

800/888 telephone -service 	  31.°4; 

Computer (e.g., e-mail)  	• 	  23% 

Other 	 08% 

. 	, 	• 	. 
Medium-sized COmpanieS (33%) are  more  likely than smallercornpanies ( 1 9%) - to  use computers • 
(e:g:, e-mail) for .important customer  communications .- The Medium-sized, coMpanies are also:- 
more likely tô use regular in-perSon meetingS: . 56°/0 -- compared to 47% for Smaller companies. 	s 

, 
'Regular in 7person  meetings are Used for important  customer  communications  Much more 2.- 	'• 
frequently by:dompanieS which  place  a high priority on custorrier  service : 53% of coMpanies . . 

' which place a high Priority ôncustOrner service indiCated that theY use rejular in-person meetings' 
compared to 38%  of  those which place only à m6derate 'priority : on customer serVice. 	, 

, 
Three.-guarterS (75%) of respondents :reported that theircoMpaiiies have introduCed iiekV policies 
or programs  in the  last twO years spécifically to improve custoMet service  CoMpahiesirithe 	• 
inaniffacturing sector  (80%) and  finanCial, insuranCe and real estate SeCtor (83%) are more 
likely to  have  initiated siich policieè Or programs .: Medium-sized cornpanies:(85%) are also  more  • 

:likely than smaller 'companies (71%) to have introduced new Service policies or programs, . 	 . 
Staff training, .çustômer  service  analysis and evaluation and , management  training are the  types  
of activities which have been.employed most frequently by Companies  in the last two years. 	. 
.Medium-siÈed companies  are the  most likely tà have used management training 70%  compared to 
58% of smaller companies:- The frèqUency with which doMpanieS  have  itSed different types of 
activities to imprôve.servicé is presenteçi in Table 6.3-overleaf. 	. 	• .‘• 	• 
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Table 6.3: New Customer Service Activitieg Introduced In the Last Two Years 

Activity 	 % of Companies 

: .Staff training 	 • 	. 	 • 	 84% . 	. 
'ÇuStomer Service analYsis/evaluation  	62%. 

Management training 	•  ; 	 • 	•• 61% 

ConiprehenSive' ..service program  (e g, TQ(A) 	: 	 41% 

'Custônier research/cOnsultations  • 	 40% ••• 

. Other 	 • 	 1 ecy9  

6 . 	About Progress in Providing Customer Service 
Respondents were asked their  opinions about  several aspects of customer service, inciuding the 
role of customer  service in their busineSses and how their bilsinésses have fared with  respect  to 
their competition. 'Viewed collectively, the resp.onses to these  questions  affirm the.critical 
importance of customer  service  to businesses of all types and in all sectOrs of the economy,. 
:Virtually everyone (94%) agreed that constant improvements to customer service are 

• neCessary to stay competitive; almost half (47%) veristrongly agreed (7 on the 7-point scale): . 
Comiersely, very fèw (12%) agreedthat their business and profits are notsensitive to changes 
in customer service. 	 • 

The reSults also confirm that most coinpanies believe they havé béen dàing a good if not 
spectacular job in improving their service to custorhers in recentYears. While most respondents' 
agreed With the statements about service improverfients, many did nôt agree strongly. For 	, 
*example, 81% . agread thattheir corripanies have képt up" with the competition in providing high 
quality  service (31%:iéry . strongly agreéd);,.87% agreed that their employees understand thé • , 
importance of high quality service (26% very strongly agreed); and 81% agreed that they have 
made SignifiCant improvernents to custorner service in recent years (17% very strongly agreed). - 

Responses to the question on the  subject of.making  future  improvements to customer service 
reinforced the findings about.respondents' Moderate levels Of satisfaction with their currént 

•service  offering:, 'Almost all respondents (85%) agreed that they can do a.lot more to improve 
their services to Customers; 23% Very strongly agreed. Respondents who are less satisfied  with 

 their corhpany's services Were . even  more  likely to agree thafthey can do a lot more to.improve 
their services to ciistomers.. 	, 	• 	 • 

. Opinions were clivicied  about the difficulty of makirigimprOvernents to customer serVice. While a 
majority of respondents (55%) did nOt agree that "real improvernents to clistomer service are 	. 

. hard to achieve", over one-third (35%) agreed that this is true and 10% neither agreed nor 
disagieed:: 	 • 

Alliance/EPI 



1111 

•0 

or 
or 
air 
as 

«111) 

•••• 

4% • 

2%. MONO 

9% Strôngly Agree 
El 

 
Agrée Somewha 

Ej Neither 
D Disagree 

2% . 

• Can do a lot rnore to 6, 
improve service . 

Significànt improvements to 
service have been Made, 

.55%.• . 

• 

Needs ASsessment otSmall and Medium Enterpilses 
, 	 . 	 - 	 . 	 . 	• 

The responses to these guestionS are presented in Table 6.4 -  beloWi. The responses ofthese 
senior exeCutives and  managers  indicate that they vieW the attitudes of employees fo be the:key 
tO high'qualitY and suçcêssful CustOmei service . .Èatifaôtion.with the cùstomer service ôf their 
companies, both Oyerall.ancl in speçific areas ;  is positivelY correlated with.their_ratings of the 
extent -to which:employees understand the importance of customer.  service. Sirnilarly , the higher 

. the priority which they think"theirsfaff giveàto cOstorner  service, the  higher their  satisfaction 
> With the results.. Finally, responclentS:who are less satisfied with the Performance of their staff 

proViding - services are.much more - likely to think they can do à lot more.to irhprove their ,services 
Ao customers. . > - - • 

6.4 	Satisfaction  with  Services  .Piovided to Customer's' - 
Almost all respondents (92%) were satisfied with the overall level of service delivered by their 
companies, althOugh their degree of satisfaction was not particularly strong. FeWer than half 

.(44%) Were yerysatisfied.with their overall custcirner  service (scores  of 6 or 7 on the ,..77.point 
scale), almost.half (48%) Were onlYmoderately. satisfied. These levels..of ôverall- satisfaction 
with service delivery did not vary Significantly by seétdr or àize of firrh. _However, respondentS ' 
who inçlicated that custonier Service has been.a higher pribritysfor their corripanies:(for both  staff 
and management) were more likelyto be satisfied with their overall: service delivery. 

Table 6 4 : Opinions About Customer Service 
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The levels of satisfaction with the  .waÿ services are delivered,-thé perforrnance of staff 	• 
proviçling'serviceS and the service outdomes achieved were very simila r to'the overall levels of 
satisfaction.: These resUlts are presented in 'Table 6.5. 	 . 

ReSpondents were also asked to provide  qualitative  feedback on the reasons for their 
satisfaction or dissatisfaction with their çompany's service performance. Those who were 
satisfied noted that their vieWs Were based-on customer commente, their  perception  that service 
waS &priority for:their management and Staff, and/or increasing sàles. Those who were • • 
dissatisfied rioted difficulties sùch as the need for bettér management information, staff 
turnover, or  .a &Sire to speed uP the pade of change. A number of respondents indicated that 

• "there is always room forimprovement", 	: 	 • 	 • 	• 

Respondents were quite positive  about the performance of their employees working in Specific 
functional areaS in providing  service  to their cirstomers., althoùgh their responses certainly • 	• 
inclidate a lot of room for improvement. More positive ratings of employee  performance  were 
very closely associated with higher levels of satisfaction  with the customer service : provided by 
the company.  

Table 6.5: Satisfaction with the Service Provided to Customers 
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The most positive employee ratings for service delivery were given to employees working in 
management and administration and sales and customer  service: 60% rated performance in 
these two  area  as very good or excellent Performance ratings were somewhat lower for 
employees in the production of goods and services and in marketing and communications: 
50% and 41%, respectkrely rated performance in these two areas as very,good or excellent. 
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' porie'jcléring the performance of all employeeS at proViding high quality•Service, 48% rated thi§. as 
very-good or excellent, 48%.rated it as acceptable or gobd, and juet 4% .rated it ae . not 
acceptable. These reSults are presented'in Table 6.6. These'results about erhployee  
perienancé ratings  were  consistent:across the >differeht edonornic sectors and for both srhall 

, 	 . 

and  medium-sized firms. :. 

e 
a 
a 

65 .. :,-U*Oftili!éÉ .i.:,'ot.Improvenients - ,0. :Cu'itOrfief  Service  
There are Many  types of imProvenients Which reSpondents believed their companies' could make 
.tO proVide better serviCelô their: dustomers. These iresUlts  are  consistent With those for • 
respondent satisfaction With.the.cUStoiner  service  oftheir coMpanies,. for Which satisfaction 	• 
leVels, while  positive,  were not very high: Overall. , :based on a:summary  index ofthe 10 different 
types of  imprOvements presented in Table 6.7, a majority  of  respondents (62%) indicated that 
service  imprOverhents would be very useft.il to:their cdmpanies  Most of the rest (35%) said that 
service  irnproveinents:wduld be moçierately usefulonly 3% said they:would hOt be useful.:: 	. 

Table 6.6: Performance of Employees Providing Services 
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There were four types of improvements which respondents indicated would be very useful to 
their companies: improved quality  management (67%  said very useful), closer consultations with 
'customers about their needs (66% said very useful), better information proWdecl to custdmers 
about the company's products and services (71% said very Useful), and faster  service 
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(61% •said yery useful). Almost àll of the other -service improvements reviewed also produced. 
clear reSponses about their usefulrieSs. Only one type of improvement—an improveçl capacity to 
service customers•in foreign  markets,  which is not  relevant to all firms—did not produce .strong 
and  positive results Overall. These results are presented in Tablé 6;7 .., 	• 

Qualitative comrnents reinforced these findings:. better  communications  with/availability to 
customers, faster service and better quality.managoment were thé most frequently mentioned . 
desirable improvements,. Some respondents also noted that.bétter training andinvolvernent of 
staff was  needed in their organizations. 	 • 	' 

Table 6.7: Usefulness of Improvements to Customer Service Capabilities 
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Although ah improved capacity to service custOrners in fOreign markets waS not rated as yery • 
useful overall,'Manufacturers rated this imprOvement as more useful than did respondents in . 	 , other economic sectors. . 	 . 

Two types of iniproVementsfaster service and providing better information to customers  about 
, company products and services—are more important to . srnaller Wins thari to medium-sized 	. 

,firms, 	• 	 • 

. 0% • 

Alli ance/EPI 



. 49%. 

lune 

Needs AsSessnient of Smail and Medium Entèrprises 

a 

a 
a 
a • 

a 
HO ..  
a 
a 
a 
a 
a 
a ae  

a 
to 
a 
a 
e. 
a 

a 
a 
a 
a 

a • 

a 
a. 

6.6 	Barriers to Improving Service to Customers 
Most responçients indigated that various problerns which their companies might encounter in 
àttempting to improve customer service present only moderately serious barriers. The Costs of 
Making service imProvements and the Jack of resourCes for new service-related équipMerg or 
systems Were noted as the most significant barriers. Over half (54%) of respondénts rated the 
costs of making service improvements as at least a moderate prObleM, including 13% who 
considered it a serious problem. Similarly, a lack of resources for new equipment and systems 
needed tO improve customèr service .was rated as at least a moderate problem by 51% of 
respondents, including 19% who çonsidered it to be a serious problem. Resource constraints Were 
also the barrier mentioned most frequently in qualitative responses. 

A lack ofpersonne!, including finding personnetwith the right  service  skills, isalso a moderately 
.serious barrier to making customer service improvements: 53% rated the difficulty finding 
customer service personnel with the right skills 'as at leàst a moderate problem; 51% rated the 
làck of personnel  to provide the optimum level of Service as at least a moderate problern. 	• 

Other problems, including employee  attitudes,  employee training, and management commitment, 
present less sighificant barriers to improVing customer service. These results are presented in 
Table 6.8. . 

Table se Barriers to Improving Companies' Customer Service 
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7.0 .Human Resource Needs and:Work Opportunities 
• for Qualified Young Professionals 
• in each of the three surveys, respondents were asked about their companies' short-term,needs 
• for young people with skills in the fields dealt with in the respeçtive surveys: i.e.,  computer  
• applications, new market developinent and customer service. Short-term needs were defined as 
• being in the next six months. Section 7,1* presents these findings. Respondents were also asked 
• . 	about the opportunities for highly qualified young profesSionals to find work in tFieir companies 
• (Section 7.2) and their views regarding the expected payoff to their companies from hiring young 
• people in technical and professiOnal positions (Section 7.3). . 
• 

a 	7.1 .ShOrt-Terrn Human . Resource and Skill Needs.of Employers 

a . •• 
a • • 
a 
SI 

general, respondents reported that their companies have moderate Short-term needs for better 
skills in the targeted business activities. VVhile the skill heeds of the average 5ME employer are 

• "moderate", the results  also  indicate that a large number of employers have greater needs fdr 
• . better skills in these critical areas. These results are consistent with the findings presented 
• previously in this report which show that a substantial nuMber of SME emPloyers are only 410 	 moderately Satisfied with their current levels of skills in the areas reviewed, indicating that there 
• is significant room for irnproveriient in many companies. • • Most significantly,  cémpanies which indicated a greater need for improved skills in specific areas 

, were  also much more likely to report that there are job opportunities for young people in these 
• areas. « 

• 

711 Computer  Skills •  
s. 
a. 
• 

• • 

Ô. 

Companies in the manufacturing and construction sectors expressed the greatest need for computer 
• skills for the production of goods and Services' (33% and 29%, iespectively, indiCated a high need). 
• Medium-sized companies were more likely to express at leaSt a moderate need for better computer 

skills for management and administration (75%) comddred to smaller Companies (61%). el 
• 
• 
• Alliance/ER 

a 

A majority Of  employer  s were positive about the Value which young professionals cotild bring to 
their companies in the short term. Most employers indicated that young professionals would  be 

 useful to Work for their companies on specific tasks even within the next  six rnonths. Their 
opinions about the value of hiring young professionals are particularly positive when viewed in the 
light of previous research which  shows  that most employers believe it takes at least six months 
for new hires to become fully functioning in new positions. 

A màjority Of respondents believe thatyoung People and the computer skills which they could 
bring coiild have a positive impact on their companies in the short tee Qverall, about One in six 
employers:indicated tFiat their companies have high short-term needs for better  computer:  skills 
(with high needs defined as scores of 6 or 7 on the 7-point scales). Most of the rest (between 
40% and 50%) indicated that their dompanies have moderate needs for better computer skills 

• (with moderate needs defined as sccires of 4 or 5 on the 7-point scales). Relatively few 
ccimpanies were thought to have little need for better computer skillS. Employer responses were 
Similar for the four-specific skills areas reviewed. These results are presented in Table 7.1. 
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Table 7.1: Short-Term Needs for Computer Skills 
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•  COmpaniès which indicated a high:need for better computer skills in these four areas were much 
more likely to report that thee are job opportunities for yOung people in these areas. For 
example, for management and administration skills, 65% of the companies with a high need for 
skills indiceted there are at least some job opportunities for young people in this area  For  
companies with little need in this area, only 31%'said there are job opportunities for young People. 	• 
For marketing and communications, 70% of çompanies reporting a high need for skills said there 
are job opportunities for young people in this area, compared to just 29% of companies rePorting 
little need for these skills. These results.are presented in Table 7.2 following. 
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Table 7.2: Percentage of Companies with Job Opportunities 
for Qualified Young People: By Need for Computer Skills 
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:.:Ne.w...Meket, 
. When asked directly about thé Lisefulness in the.Short-term of hiririg-yOung'. professionalà for six 

months.to work on taskS related to'new Market development, a majOrity of employers indicated • 
. that young people Woùld be useful tà their companies. On average, about 60% of emPloyers 
•believe that young professionals could be at least moderately useful in the short-terM for each of 

. the five market development tasks reviewed; about 20%'believe they'could be very useful. 
• ' 	 _ 	 . 

.fiespondents reported that yOung professionalé wougbe.most useful tawork reaearching 
particular markets: 21% Said young professibnals would be - very useful to their Companies in the . 
short  term and 42% said they would be moderately useful. Employers.were similarly positive' : 
about thé value of hiring young profesSionals to.work in tither areas: general research and 
planning (52%); wprking on changes tô. Products,  services or production processes for new • 
markets (57%); detailed planning sirch as promotional plans; logisticS, pricing and paymerit 
:systems; finanding and inslirance .(58%)'; and  test marketing and evaluation . .(54%). These' 
results are presented in Table 7.3. 

a 
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Table 7.3: Usefulness of Young Professionals for Six Month Terms 
to Work on New Market Development 
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ZL3 Customer Service 
Improving service to Custômers is a high priority for most SMEs, end some of their highest human . 

 resource priorities are foi better skills in service-relatedactivities. PrOviding faster and more 
efficient service to customers, providing better information to customers about their products and 
services, consulting With customers about how their products and Services can better meet thei( 
needs, and improving quality  management approaChes and proCedures'are four areas in whiéh 
erinployérs reported high short-term needs for better skills. For these four activities; about three-
quarters of empioyers indicated that their need  for  better skills in the short-tern-1 is high, including 
about one quarter Whd Said their skill needs'arevery high:' These result's are:presented in Table 7.4; 

Two activitiesHimproving quality management approadhes and serving custotners in foreign 
markets—weré rated as much greater needs by employers in the manufacturing and service  
sectors. For improving quality management approaches, 81% of employers in the manufacturing : 
sector and 86%.6f employérÉ in the service sector reported th.at  they had at least amoderate 
need for better skills .in the short-tern: 37% and 43%, reSpectiyely, indicated that  they  he a 
high need for better skills for this task. 

For serving custonhers in foreign  markets,  89% of etnployers in the rnanufaCturing sector and 	• 
57%  in the service sector reportelliat they had at least a moderate need for better skills in the 
short-térm; 18% and 14%; respectively, indicated that they had a high need for better skills. 
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Table  7.4:•Shortierin Skill NeedàfiiSeevice -RelatedACiivitieg. . 
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72 	Job Opportuniiie§ for Qualified Young Préfessionals 
in Targetée Business ActivitiéÉ 	 " 	• 

Employers are cautiously optimiétic about the job opportunities for highly qualified Young • . 
profeSsionals in their companies. A majority of all emploiets ( .67%) indicated that there are at 	, 
leàsfsorrie opporttinitiés for yoting proféSsionals. About one employer in.seven (14%) reported . 
thaf there are many job opporkinities (6 or 7 on the 7-point scale) for young professionals to work. 
in  computer, new market development orservicerelated jobs.  

A majority.of emplOyers in all five econoi-niç àectors indicated that there are . some.opportunities 
for highly qualified young professiOnals in their companies. Employers in thé service  sector were 
especially  positive about their job opportunities  for ybung People: 70% said there are.at least 
sotne opPortunities; including 24% .who said there are many opportunities. These reSults are 
Shown in Table 7.5 below.  

Table 75  Job Opportunities for Highly Qualified Young people 
in Respondents' Companies: By Economic Sector 
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3 	Expected Payoff frorn Hiring Young Workers for Professional and 
Technical Positions Ô .  

a 
, 

EmPloyerS are generally positive  about  the benefits their companies receive from hiring yoling 
workers inPrOfessional or teChnical positions. Over three-quarters (77%) of the respondents • 

' indicated that . their companies receive at least - a moderate.payoff from hiring young workers in 
these positions (a rating of 4 or higher  on the  7 -point .scale); almost  one quarter (21%) said.that 
thèir cornpanies recaive a«highPayoff from hiringthese young peOple.  „ 

r,111megiàw""e) 

Table 7.6: Expected Payoff from Hiring Young Workers: 
By Number of New Youth Hires in the Last 12 Months 
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Le nÀf payoff 

37% 

OcY0 	20% 	40% 	60% 	80% 	10 .0% 
. 	• 	Perentage of Responses 	 . 

In general, the positive  opinions about the bènefits from hiring young profesionals.were  consistent 
for different types of  erriployerg. EmploYers with medium-sized companies wère slightly,more - - 
likely than those in smaller* companieS to in'dicate that they receive abigh payoff from hiring .  
young worketé in professional  or  téchnical Positions: i.e.:, 26% çomparéd to 20%. 

. 	" 	• 
Employers rated the benefits.from hiring young workers in professional or technical  positions more. 
positivelY than the job opportunities for yOung people in their firMs. 	• 	 . " 	 , 	- 

. 	 " • • •• 	 ' 	 . 	 . 	 . "  
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The average score on the 7-point scalp for the PaYoff from hiring young professionals'is 4.3, 
compared to an average score of 3/ for the number of job -opportunities for -young  people in their. 

;c6mpanies; This difference reinforces;thé reSults which show that employers identify the lack of 
job opPortunities as &serious barrier facing  the  entry of young professionals into the labour  force: 

the skills of young people and the payoff from'hiring them  exceed the jobs available. 

Not surpriSingly, emploYers w.ho were positive alDbut thé payofftorn hiring young prOfessionals', 
were also more likély to . say that there are job‘opportunities for tnenyin their:firms. Eighty, 
percent of respondents who said their Oompanies receive a high paYoff>frorn hiring young 
proféssionals also said , that there are  at least  some  rob opportunitieS  for  them, including 32% who 
said there are many job •Opportunities, For reSpondehts Who -.said they receive a tow payoff from 
hiring.ydung professionals, only 32% said thereare' SO MQ job opportunities i 'including just 8%.who :  
said theré are many job Opportunities, . 	, 	• 

In qualitative  comments, a nurriber Of employers expressed cbncernS about thé challenges faced . 
 by qualifiedyoung prefessibnals in today's work environment. 	 • 

. 	 , • 

. 	"Que ce soit des jeunes ou des'mOins jeunes, le système éducatif nest pas beaucoup à •••; 
l'écoute  du Secteur privé et ses besoins. Ceux qui sortent  de l'école et qui n'ont pas 

• . d'expérience ont beaucoup de difficulté à s'ajuster car ils connaissent comment faire 
• • 

 
mais ne comprennent  pas les imprévu --ce qu'ils n'ont pas vu." (Cornments from a 	*. 

• small manufacturing firm)  
industry sirnply doeSn't hat•/é the profit marginS: of years gone by thàt allowed the • 
nurturing and training of our youth." .(CorhmentS from  a  Small  transportation i firm.) . 
"Il n'y a aucune possibilité d'embauche auprès dés jeunes dans mon domaine. C'est • 
très malheureux car ce n'est pas.de`notre faute mais bien du domaine de la •' 	. 	• 

• -construction." (Comments from à sihalf construction firm.) 	. 	• 	• 	 : 
."The:prOblern of proViding employment opportunities:to youngeduçated people is  ver,' . . 

• complex. 'technology is changing so fast it is difficult  far  young .people.to .  make • 
education:el choiceS ehtéring college or uniiiersity. .Technology has produced  ver,'  real 
increases in productivity,.resulting in lés,s people being requited to do  more  Most jobs 
are created in Canada by small businésseS. Their ability to .hire•and train young job . 
Market entrants is limited. .We have too many graduates &om.  non-technical prOgrains 
seeking 'employment in business.' .Previously; many of these graduates Would have*gone 
into teaching, law, étç, :Today, there are ver,'  few neW teaching positions available, 
NQIN and innovative solutions are required, involving goVemMent,  business and 

 education, tô provicle•oppertunities for our youth," • (Cominents from ainediuM7sIzed 
• nianufaOturing;firin.) • " 	 • 	. 
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7.4 	Barriers to J -ob for Voting People' 
RespondehiS were asked about 10 specific problems that pan present barrier's to jobs for.young • 
people in their industry. Six of 	possible barrier's dealt with the skills and characteristics . of 
the  prospective young worker; four were 'potential problems from the perspective  Of the employer 

:Of.the'ib specifiç prciblèms:reViewedin thé suryey, five are-rated as more serious barrierSsand 
.. five are rated as more moderate prOblerns. The Single most  important  problem in the opinion of 

ME ernployèrs, whether  about the attributes:and skills of .young Workers or from their . 
perspective as émptoyers, iS the lack of practicatwork experience. • 	 • 	. 

The five most significant barriers  are as follows; 	. 	 -- • • 	• 
: 	1. A lack of practical work experienCe: 82% of employers rated this  as a problem; 41% 

-rated it as a serious problem (scale mean IS 4.89): 
2. : A  leek of teChnical or specialized skills,for the job: 77% rated this as a puiblem; 41% - 

	

ratèd it as a serious problem ,(scale niean iS 4.74). 	• 	• • 	 • 
5, 'Unrealistic eipeciations about their value on the job market 80% rated this as a 

.. • 	: problem;  34% rated it ae..a serious problem (Scale mean iS 4.70). 	: 	 *- 
. 4. A lack of goOd job opportunities for lioung  people 77%  rated this as a problern; 34% 

: rated it as a SeriOUS problem (Scale mean is 4:62): 
The costs of hiring, supervising  and  training new employee's: 76%.  rated this as a prcblem; • 
'28% rated it:as a seridus problem (scale Mean" is.4A3). 	• , • • 

The fiVe less serious barriers are as follows: 	• 	 • • 

. a The iack of job oppOrtunities for cp.ialified•young professionals in the respOnde .nts' 
indListry: 73% rated  this  as a problem; 30% rated: it as a-serious problem (Scale mean is  

. 7. The costs of salaries and benefit§ for new-employees: . 71%.rated this as  .à problem; 27% 

	

. • • rated it  as à serious problern (scale mean is 4.33). 	; 	 • 	. 
• a A lack of enthusiasin and.cornmitment of young people to their work:. -52%.rated this.as 

à problem; 30% rated it as•à -eérious prbblem (cale mean is.4.13).'  
. 9. * ..ehanging : hùrhan resource practices: 67% rated this as a prOblent27% rated it as 

- • 	.seribuS problem (scale mean is 4.05). 	 • , 	' 
10. &lack of general skills such aslanguage, matheffiatice and  communications 63%  rated : 

:thià as a problem; 22% rated it as a serioUS PrObleni (scale : mean iS 3.95).:  

The barriers reflected in these 10 speCifiç problems can'be distilled empirically'. into , four . key -• • . 
factors. Overall ,. the  lack of practical experience and.skills is the mcietserioue problem (based 6n 

« a scale of the two• question's  dealing.with a lack of . practidal work eXperience and a lack of 
specialized 'skills  for  the job). • 	. 	• 	. 	. : 	 . 

1 The four barrierVier.e identified through  factor  analysis of the 10 Éurvey questions dealing with.specific 
problems. The scaleà for the four common  factors weré'coinputed as additive scales and tested for reliability 

• using the dronbach's alpha coefficient 	s . 	 - 

Alliance/El'! 



Needs Assessment of Small and Medium Enterprises 

• Employer.rankingS of the seriousnesS of these four barriers to jobs are as follows. These results „ 
are also presented in Tablé 7.7 below, • 	- 

I. A lack Of practical experience.and skills: 80% rated this as e problem, including 38% .who 
ratéd it as a serious problem (Scale mean = 4.81) 	. 

• 2. Costs (the - costs of hiring, training; supervising, salariés and benéfits for new workers): .. 
70% rated this  as a Problerà, including 28% who rated it as a serions probléni (Écale 
mean = 4.38). 

. The laçk of job opportUnities (both in general and  in resPondents' industries) : 75% rated' 
this as a problerh, inbluding 27% Wh6 rated it as a serions problérii (scale Mean = 4.34). 

4. The  skills and attributes of yOung.workers (lack Of general•skillS, enthusiasrn and 
cOmmitment to their Work; unrealistic expectations 'about their value in the job market): 
70% rated.this as a problem; including 29% who rated Was a serious problem (scale 
mean = 4.28),` 

Lack of practical 
e*eriencEi and skills 20% 

•Skills and attributes 
•of yàung workers 

Sedous Problem 
El Moderate Profilern 
D fnJot a problem 

Costs 29%. 

• LaCk of job opportùnitias 
and changing HR practices 

0% 	20% 	40% 	: 60% 	80% 	100% 

Percentage of Responses ' 
• 

There were some important differences: in the ratings-of different barriers .  by emPloyers with 
small (20 250 employees) and medium companies .(251 - 500 emplbyees). In general, smaller 
Companies find the different.barriers to.be more Serious, With the exception of the lack Of jobS,: - 
which is a more serious Pittlem for'medium-Sized domPanies. 
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Following are some details of these difference 	• 	. 

• Smaller companies were more likely to rate the skills and attributes of young workers 
(le, lack of general skills, enthusiasm and commitment to their work, unrealistic 

• expectations about their value in the job market) as a barrier. The average score on the 
summary measure for smaller companies is 4.4 competed to 3.9 for medium çompanies. 
In percentage ternis, 74% of sinàller companies rated this as at least a moderate • 
problém compared to 55% of medium companies; 31% and 22%, Tespectively, rated this 
as a serious problem. 

problem. 
• 

Ratings of the different barriers do not vary by edonomic sectér. The lack of jobs in the 
construction sector is one notable exception. 

Interest in a work experience program for young professionals (disdussed in Chapter 8) is 
pOsitively related to three of the summary indices of job barriers for yOung people: Le., a lack of 
practical experience and skills, the skills  and attributes of young workers, and costs. (Interest .  in 
a work experience program was not related to the perception of a lack of jobs as a barrier to 
young people.) lh other words, employer§ with a greater interest in participating in a work 
experiénce program are generally the ones who perceive highet job barriers for youth. 
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8.0 Support for a Work Experience Program 
for Young Professionals 
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8.1 • Interest in.Participating in a Work Experience Program 
SME interest in participating in a program to provide work experience for young professionals is 
quite strong among employers in all economic sectors, and among both medium-sized and smaller 
firms. Overall, 72% of respondents indicated that they are interested in such a program, 
including 22% who said.they are »very interested. 

Most important is the finding that respondents with compatiles with job opportunities for qualified 
young préfessionals are the ones who are most interested in a work experience program. Among . 
companies with many job opportunities, 88% of respondents are also interested in a work 
experience program, including 52% who are very interested. These findings are presented in 
Table 8.1. 

• Table 8.1: Interest in a Work Experience Program: 
• By the Job Opportunities for Youth in the Company 

Many job 
opportunities 

Very interested 
D Moderately interested 
D No/little interest 

No/few job. 
oppoitunities 

20% . 	40% 	60% 	80% 

Percentàge of Companies Interested in a Program 
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82 Opiniéns About the Characteristics of a Work Experience Program 
All respondents were asked à common set Of questions about their opinions'on the desired 
characterietics of .a work experience program for highly qualified young professionals. Nine 	- 
possible program characteristics were reviewed in total,  with respondents being asked to indicate 
whether they considered each to be a.positive or negative feature of a Pràgram. 

Five prograM characteristics stand out as the ones viewed most positively by SME employers. 
A majdrity of employers viewed each of these five characteristics positively: 

• a program which provideS practical work eXperience to young professionals; 

• the employer pays no salary but pays for program administration; 

• the program is led by the private sector and supported financially by the public sector; 

• Ul• dollars are used to fuhd work placements; and, 	. 

• there is an emphasis on high-skill jobs. 	 • 

For employers, provision Of praCtiCal work eXperience to young professionals ié by far the single 
most important characteristic of a work experiencé program: 90% viewed this feature positiVely, • 
including 50% who viewed it very positively. The proportion of employers who rated the other 	• 
four of these "favoured" characteristics  as positive varies from 72% (for the employer paying 
no salary but paying for program administration) to 53% (for ah emphasis on high-skill jobs).- 
These findings are presented in Table 8.2. 

Program characteristics viewed less favourably are as follows. Fewer than half of employers 
viewed these four characteristics posifively: 	 . 

• a partial salary subsidy, linked to an obligation to hire the workers at the end of the 	' 
work term; 	 • , 

• the program is restricted to young people; 	• 	 . 	 • 

.••  the prOgrarh is led and financeçl entirely by the private sector; and, 

• a focus on non production  actiVity: i.e., work that might not otherwise get done. 
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• 
Table 8.2: Opinions About the Characteristics 

of a Work Experience Program 

Provision of  practical 
work experience 

, 	• 

 

Employer  pays for: 
• adrriinistràtion, not salary 

a 
Led by private sect& and 
supported by public sector 

Positive 
El Neither 
D Négative : 

Partial salary subsidy 
and obligation to hire' s  

• 
Fobt!son non-production 

activity 	. 

Led end financ,ed 
entirely:by private sectôr 33% 

0% 	20% 	40% 	60% 	80% 	100%' 

Percentage of ReSponsea 	 ' 

• 

• • 
• 
a 
•a 
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In  qualitative  doniménts, several re8pôridents noted that an obligation to hire àn:erhplOyment 
program worker at the end  of  the work term Would be a .deterrent.: 

"No obligation to hire after work term, otherwise many May not take.the riSk if 
they know -they  have  to keep indiVidtial." (CommentS.froM a medium-sized .' 

. manufacturing firth) 	' 	 , 	• 
"Should not bé obligated to hire- 7may not be -satisfactory. Degree ,  of Skill needed „ 

. • but do not limit to high skill. Must suit employee to  employer  needs:" (Comments 
from à small -services firm.) 	• 	• : 	 • , 

. • "Thé obligation to hire Would take the rieeded pressure off the indiVidual to make a 
place for themselves in the dompany.7  (Comment frorn a  small Manufacturing 

„"Some parts Of induStry reùire 1;2 years experience/exposure by an already 
edUcated person t0 beCorne prodUctive. Ah ernplOyinent Obligation after 6 months 
.to 1 year woUld Work against the program: V.Vould recOmniend a 56% subsidy for 	. 
up to• 1 year',,no obligation to hiré but progress  report .at 6 months". (Comments 

: from a' medium-sized nianufacturing firm.) • 	 - : 
employer is géing to . participate in a program that obligates them to hire an . 	• . 

Unknown.". (Comment from à medium-sized firm in the financial, inaurance and reàl 
estate sector.) 	: 	• 	. 	• 	• 	 • . 	. 

Respondents who are interested in particeating in à mire experience program' for young 
•professionalS were more likely to be positive  about  eight Out of nine of these program . 
characteristics--  every  one exCept a program leçl  and financed entirely by thepriVate sector. 
(responses•Were similar tôlhis item whether the réspondeht Was:interested in particiPating in a : • 
program or not). The rankings of the different characteristics preSentéd in Table 8.2•werel 
similar, howeVe, whether the reSpondent was interested in a prOgram or not. For example, 
àmông•those respOndentS indicating IheY were yery interested in participating in a work 

 eXperience program ,  positive.  attitudes about the top'five program' characteristics ranged from 
. 65% (emphasis on high-skill lobs) to 97%  (provision of practical work ,experienoe). For thé othei 

four progràm characteristics, about half of those very interested in a work experiende . prograrn 
were positive. . • . • . 

•. hidhlY qualified yOung professionals. 	• 

• RespondentS who believe that their coMpaniès have received a higher payoff froin hiring 
young profeSSionalà  are  somewhat More likely to be  positive about • 	". • 	• 

- • . a program led by the private sector and supported by the public sector; 	• , 	• 

• - the provision of practical work experience; ànd 

• an emphasis on high-skill•jobs. 

F011owing aré some other findingS about employer opinions about a work experience program for . 	. . 	•••. 	. 	 . 	. 



	

Nature of Jobs s 	• • 	 .• 	• 	 • „ 	 • 	 . _ 	. 
•"a)  Making  certain  the worker fitS (and seés a future) in the indùstry into which 
that perSon is being fitted.. b) Making Certain of the "stream" Le, in construction, 
blue-collar field work.vs white-collar estimating/jiroject Management/marketing." 
(CoMments froin a sinall construction.company.) 

. " "What about provisions foi' part-time or specific job contract wOrk?" (Comment . 
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'were;SomeWhet -MOrePôsitivethan frfp'tiium-size .d.  frrnia . eOPut 

-•,:• a partial salary subsidy linked to an obligation to hire;•and, • 

• •n a Program leçl and financed entirely by the priVate sectOr: -. . 	 . 

• Firrnè in the construction and manufacturing Sectors Were SomeWhat More positive about 
a 'partier:salary stibSidy linked to an obligation to hire. 	- 

• FirTilS in the construction and  finahcial., insurance`and real estateSeCtors were 	• 
somewhat More  positive about a progiam led  and  financed entirely  by  the priVate Sector. 

• FirmS that  have  hired more young  people in  the  previoLis:yearwère somewhat more likely • 
- to be positive about  

• a program. led arid financed entirely by the private sector; 	•.: . 

• a fOcuS on non production  ectivitY; end; 	 • 	: , 	. 
an emphasis on high-slcill jObs . 

I In  qi.relitative.comm,ents, a number of respondents suggested other program'configurationeor 
-‘• charadteristics that would be - useful in'their indpstries. 	• 	. 	. 	. 

Overall  Design 	. 
"The hiring Company must have  some  . $.at .stake, and .has .to  give'eVidence  of the 

 job giving the young Pnifessional the'ôpPoitunity to grow. The young professional - 
. should not be•misusel.'t (Comment  from a medium-sized manufacturingfirti): 

"It has  to be conceived and:managed at  the  local industry level.- There .must  be  
. • ••••1 realjes available at  the end of the claY. .(Comment  frorn a medium-Sizèd. 	. 

services fie) 	 ' : 	 • , 	s .' 
' 	• 	• 

	

.•.: 1!Pleasekeep .whatevet prograin is set up  simple" 	à -  Small : 
Manufacturing firm.) 	 • 	, 	: 	' 
• • 	 • 	 • 	: 	 : 
"Appeàrs.:to be à worthWhile  effort  if it helpS target Companies (particularly &nail 
business) Who cannot afford,  but  can definitely  use,  yOungworkerS to èuPPlernèrit.: . 

•  or  initiate efforts they have no tiine  for Ah exatiple in construction  woe be 
-• 	. marketing" (Ôommerits'frOm à small  construction 	 ' 

se 
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"The  work must be Meaningful in that the placements need to befor long-term  full- 
time jobs. Many of these require a computer background"  (Comment  frOrn a 
small firm in the finançial, insurance and real eState sector) 

. Length of Wonkier& 
'The term-s,hould be long .enoùgh, i.e., 6 months to 1 yoar,.in order to provide them .. 
With -real experiences.--3 to 6 months is not iong.enough to Obtain thia leVol of . 
exPerience." (Comment from à small firm in the financiaLinsurande arid real • 
estate • sector) 	 . : 	 , 	• 

• 'Time limit 3 months or le ss if government funçied. Fundingbeyond three months • 
creates  obligation for employer to  hire Worker for 'minimum Of one year." „ 
(Comment from à Srhall Manufacturing firm:) 

"SIX Months is not enoUgh tiine to team the business cycle of many businesses.": 
(Comment from à small manufacturing firm.)  

"Six  Months is not long énough to evaluate any employee Or for the emPloyee tô • 
gain: much .experience"  (Comment  frOm a Small rhanufaCturing firm.) 	 . 

"Computer skillS are essential to ,anyone Who hopes .to be ernployed in oiir industry. 
If you can match a young person with thé right skillsto a-prograin without  strings, 
then subsidize that person's cOsts to à company for a. minimum of one year,- • 
preferably  longer,  then by  the end of that time the person in à majority of cases 
should be indispensable, productive and a valuable aseet."-.. (Comment frbrh à small 

- rrianùfacturing firm.) 	• 	. 
• "Le  secteur public doit bâtir ses programmes en fonction des besoins  des- 	. 	. 

entrepriOes. Les stages sontprirnodiàux,:etpas  des stages  de 2  semaines, mais 
plûtot de 4 mois et plus." (Comment from a srriall manufacturing firtn.). 

Taret  Group 
"In today's market, young is nOt necessarily always  attractive if hiring. Stability 
is  more important." (Cominents from à small firm in  the  transportation and 
communications sector.) 	• 	: 	 . 

me demande Pourquoi limiter le programme aux jeunes professionnels fly a 
toute belle catégorie.de chômeurs hyper-qualifié qui ont des problèmes à se trouver 
du travail." (Comments froin a small-  manufaéturing finri.) 
"We would prefer programs to train and upgrade. existing staff.". (Comment from 
a small-firm in the financial, insuranCe and real estate sector.) 	 ' 

. 	 . Administration 	 . 	 . 	 • 

flekible, program will lead to the most successful results; Over-complication and . 
administration  will mean that most buSinesSes will disiniss anyprogram 
immédiately."- (Commenta from e small inanufactûring firm.) 

• 

OP 
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. 	 , 
' "Administration  paperwork,  required to participate in the prOgramf .shOuld be kept tiy • 
àMinimum so as  not tddiscoirrage companie's from participating."  (Comment frorh 
a sinall firm in the financial,  irisurande and rear estatè'sector.) 	- 	• . • 
"Suivi après deux Mole ou trois mois afin de vbirsi togva bier? ou nonSinonque ,  le **, 

•  candidat puisse avoir le temps  de s'ajuster avec l'aide d'un inteiveriarit et ainsi • 
garder"eoh  emploi" (Coinnfents from à srnalfmanufacturing flint) 

. 	• 
 

"Faciliter les deniarches administratives .• Aider À:la formation L'entreprise a peu „ 
'de  temps 	les feedbadk." (Comments from a ernallcorripany in thelServices . 	 . 

, 	sector.)• 	- 	. 	• 	-• 	 • 	 . • • • 
_ 	. • .. . 	 , 

Chàllengee .: 	 • -2  .; 	 • 	 • 

• "Our company has ewide variation in number:of employees (15,20 diming eummer-
, 	and fall to 5 in winter). ffis very difficult,to create a position  under theee 	*, • ••.• 

• circurhstandes•;" (Commente fronr a emall•construCtion 	 _ 
' • • :. *S"Due•to 'fluctuation Of Work, no emplàyinéht guaranteeSican be  made" .„ (Comment 

'fforria,Small  construction firm.)•'. 	•:.: 	• 	• 	.•••• 	* 	• • . 	 , 	. 	 , 	 • 
. .̀Training ',time' and ,COSt'invOlVed by  the  privoie sector  in thiS ,type of prOgranr: 
.With  the ongoing streaMlining being done by  the privatesectbr, 	diffiCult to 1 	• 
prOvide  the reeôùrces for this prirpOse.. (Commente frOni à mediunisized services 

.• 	drganizeion.) 	 •• 	• 	' 	 • , 	. 	 . 
- "Where organizatiOns'are in edbWnsizing mode and employeee feel oVetworked; : • 
giving a young pipfèssionàtto a supervisor ie increasing•the workload of .the • 
supetvisor in the shorttern  as ttre.indiVidyal hae,td be trained. It  takes tirrie.tO 

• train. someone . (Comment frOin'a mediuM-eized pipelinecornpany). • , 	. 	 . 
."Mahaging,and:training place à time demand on manegernent.," Salary:ie  but one 

• cosf" (Côrrirrients -  from a  medium-sized fimrin the services ectôt.) 	• . 

e. 
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The needs assessrnent provided à numOer of insights into the business priorities Of. SMEs 'and 
• senior Managers' perceptions Of the contributions that could be made by young professionalS. 
. Among other findings,  the research confirmed that 	. 	• 	" 

•• WES are particularly interested in irnproying their capabilities  in three broad area's: 	.••.. 
. 'computer applications,  new market development and customer  service,  

• 4.'' SME executiVes believe'that  the  rnost serious Problem facing yoùng people seeking work . 
 is the lack of practical*work experience, and they-believe that, given the opPortunity',' 

• young professionalS can make a positive contribution.to their companies,'and 	• 
, 

• a majority of SMEs are interested in participatiq in ,à.Work eXpèrionge program  for  
, 	young .professiOnals, and:thi's intereSt is .correlated-with  the  availability of worls: 	- 

' 	opportunities for young professionalS. • 	 • 	• • 	_• 	• 	• : 	 . 
•Thesefindings  have  interesting  implications  for Work expérience progranis for young 	‘r 	- 
'prcifessiOnals. As a cb-sponsor Of thé needs asseSsrnént, the  Alliance is interested:in applying.the 

	

reSults of this  research  to itS own worls experieriCe:prograrn, -ON-SITE. ." 	 , • ** 

Although. ON SITE  IS not - aimed speCifically at 'BMEs; it has many of the charaCteristics which. 
. SME..exectitives find  attractive in a work: e5cOerience program. The results of the needs, 	• 2  

assessment indicate a number of ways in whiCh the program could be eXPanded and improved to 
further meet  the  • needs of Canada's, SMES. The following activitY streams appear to offer the • , 	 _ 
bestipOteritial for such expan'sion: 	 • 	*: 	 • • 

• computer applications for management and administratibn: 	. 

. • . financial Management 	• 	7 T 
• generai business management  and administration: • 	 • 	" • 	•>" , 	 . 	 . • - 	• 	 • 	, 	- . 	. • strategic  business planning support   „ 	• . 	 . 

". r4 exPort market development -• 	• 	. ' 	 * 	• 	• 

'•• customer Service 	 • 	. 	. 	 • - 

_ These are all areaà-in which Industry Canada is interested in irnproving  the  sophistication and 
capabilities of SMEs ... :Although thereis considerableSME interest in k the other two areas .  • 
'investigated—computer applications for marketing and communications, and domeStic Market . 

, deVelopment—it would be more difficult.to  ensure that  ON SITE positions in these areaS did not 
Provide emploYers With  an  unfair compétitive advantage vis-à-vis otlier,Canaclian etnplciyers. • 
(Both thesé streanis:Would involve imProving Market share, and a MajOrity of the survey. 
Tespondents indicated that they expected:to  face at  least some d'omestic competition in 
attempting to expand their market share within Canacia.)- 	z 	. 

. 	. 
Creating incremental, nonccdpetitblepositions would be considerably easier in  the fields of 

 .computer applications  for management and administration, eXport market development and • 
:cùstomer service. Based on the survey reSults, positions in these arèas could enCompass the 
following. :- • 	• 	 • 	• 	, 	 . 

Àlliance/EP1 
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91 " . Computer Applications for  Management and  Administration  
. Survey respo.ndents indicated strong interest in irnproving their  computer  capabilities in a neber. 

of areas related to financial management;:general  business  Management and administration, and 
strategic business planning. SWIE.executives seé young people as a valuable  source  of up-to-date 

. computer expertise. 	. 	• 	 - 	 , , • 	" 

Tablé 9.1 sùmmarizes tasks that ON-SITE.employees :could fulfill in the various areas related to 
computer  applications  for management  and administration, and indiçateS the general skill sets • 
that would be required. Positions in thesa'areas would  not  require formal computer  science  . • . 
training so much  as  praetidal computer skills and aptitudes and up-tà-date knowledge"of available 
hardware -  and  software options. 	.. 	 • 

Tasks 

Table 9:1: Task Areas and Skill Sets Required:, 
Computer Applications for Management and Administration 

Appropriate Skills/Educational Qualifications 

*Financial Management 
Cost management/coned' 
Accounting/bookkeeping 
Payroll 	: 
Electronic Invoicing 
EDI .With financial institutions . 

.FinanciaVtax planning 

General Business Management 
• and Administration 	• 

Productivity analYsis 	• " 
Scheduling/planning/ 

project management 	. 
" EDI with suppliers and clients 

- Inventory Management and cdntrol 
, 	Personnel/hurnan resource management 

StrategiC I3usiness Planning 
Research into new markets • 	, 

• Competitive  inte lligence: 	•' 	. 
- Research to support specific • • • 	. 

business objectives 

Strong practical  computer  skillS plus: 
Bachelor Of Commerce Or  
Bachelor of Arts (ECOnomics) or 
Community College  Business  dertificate 

Strong practical computer skills plus: 	- 
Bachelor of Commerce - or 
Bachelor: of Arts or 	 - 
I3achelor of Science (Engineering) or 
Community College  Business  Certificate 

Strong practical computer skills plus: 
Bachelor of Arts OrBachebr of Science, •• 
Engineering (i.e., good  research  skills, intemet 
research  skills) 	 • . 

These - new task areas offer opportunitieslor a range of graduates -  beyond the `Iraditionar ' 
ON SITE candidate pool of engineering and sciencelgraduatés. IMplementinge new stream of " 
Computer  Applications for Business woùld enable a much greater range of unerriployed young 
professionals to benefit frorri the experience and professional deVelopment provided through. 
ON 	• 	 . 	 • 

9-2 



Again, this stream offers opportunities to a wider base of candidates  than do the Iraditiohal" 
ON-SITE streams. 

9.3 Customer Service 
In the area .  of customer service, thessurVey respondents indicated that the following types of 

• ctistomer communication: outreach and feedback (i.e., closer consultation with 
customers about theirneeds .; provision of better information to customers about the 
company's products and services) 

faster and more efficient serVice 

improvements would bè very useful: improvements would bè very useful: 

• imprOved quality management • imprOved quality management imprOved quality management 

Table 9.2: Task Areas and Skill $ets Required: 
Export Market Development 

Appropriate Skills/Educational Qualifications 

a 

a 

a 

e . 

 a 

a 

0. 

• 
a 

a 

a 
a 

a 

a 
a 

C : 
 C .  

f~ 
a 

NeèdsAssessment of Small and 'Medium Enterprises 

92 Export Market Development 	 . 
An export market development atream has already'been pilot-testèd in OWSITE, and the results 
of the needs assessment confirm the potential to substantially expand this streaM. Table 9:2 
summarizes tasks that  ON SITE  employees could fulfill in these areas, and indicates the general 
.skill sets that Would be reqUired. 

Research into general characteristics 
of export. markets 

: Research into sales opportunities 
• in specific markets ' 
Determining changes to products/processes 

Implementation and monitoring 
of export activity 

Foilow-up with international clients 

9-3 

• Bachelor of Çommerce/Marketing or 
Bachelor of Arts (Political Science, Economics, 

Internàtional Studies) or .  
Bachèlor of Science, Engineering 
SPecific language/cultural skills 

Quality management is àlready a well-éstablished ON-SITE program streani, and customer. . 
:service aspects of quality management could be.incorporated into this stream. Table 9.3 lists 
tasks thàt couldbe included in a new customer service strearb and the types of skilleeducatiorial 
qualifications that . would be required for such Mitions. 	 . 	 ;. 

Alliance/EPI 
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Needs Assessment of Small and Medium Enterprises 

Table 9.3: Task Areas and Skill Sets Required: 
Customer Service 

Appropriate Skills/Educational Qualifications Tasks 

V. 

a 
a 

a 

V . 

a 

a 

a 
a 
a 

O 
a 

, a 
a 
a 

a 
a 
O 

V. 

a 
V O  

V. 

V. 

a 

a 
a 
a 

Closer consultation with•customers 
about their needs: 

, 	Customer surveys 
One-on-one consultations , 
Day-to-day liaison with key customers 
Analysis and development of customer 
feedback mechanisms 

Provision of better infOrmation to Customers 
Promotionàl Materials 
.Technicà1 materiàls 
Intemet Web sites • 	, 

Faster and more efficient Service 
Analysis of service patterns and 

récommendation of impràvements 
Assessment of software and hardware 

• options (e.g., computers, télephone 
systems) for improving service speed 
and  eff iciency 

Bachelor, of  'Commerce/Marketing or. 

•Bachelor of .Arts/Social Sciences or .•• 

Comniunity College BLisiness .certificate . - or 

Bachél6r. of Science/Engineering (for technical 
consultations) 	 . 

Good cornmunications'and interpersonal skills ; 

As above,  plus  good computer skillsior Web • 
site:  construction 

•As above 
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Appendix A 

Annotated Questionnaire: 

Part 1: Practical Computer Applications for Business 



Netioi F 
for  Qualified  Young  Professionals 

. P.,raetic'al - computei•Anecàiône: fot . Bgeneee::•:: 

.:Jurie.18, 1996 „. 
Dear Employer: 

Induitry Canada  and  Canadian :Manufacturers'  Association  (CMA) are condircting .  a Series Of surVeys  of  
Canadian COMpanies Concerning Wcirk OpporiunitieS for qualified young profesSicinals. :Thé Objectives of these ; 

. 	.surveys are to identify productive* areas for yOuth *employMerit and to »find better . ways to match young workera 
ide 	with high7skill opportunities in the private sector: for exaMple, in junior professional, technical and  management  

' 	. 

	

al. 	, A  current CMA initiative called ON-SITE/À LA SOURCE has been very successful at achieving this potential,. 
placing more thàn 3,000 skilled ydring workers with Satisfied employers. Industry Canada, CMA and other 

•• :associations are now workinglô realize. more of - these oppOrtunities for yo.uth eMployment.. 

We are surveying Canadian employers to determine their views On oppôrtunilies for young professionals in the 
• . 	fallowing areas: 	• 

Practical Corriputer Applications ,for Business .. » 
New Market Developnient  and  Exporting 
Customer.Service 	, • 

.You are one of  'a small numbérof Canadian eitployera seleCted tà receive the surveY on Practiçal:Compirter 
Applications  for  Business  : We encourage you to take a few , minutes  to cOmpletethis questionnaire so the the 
studY:results . Will accurately represent the Views of Canadian businesa. .0f  course,  your participation is entirely 
vOluntary. 'Please note that your respOnses will he kept cornpletely confidential and that youi•ansWers 
bel.associated with Your name or the name of your company'  If for some reason ydu are unable to complete the 
questionnaire yourself, -  we encourage YOU to 
positidrrwithin your organization.  

• 
When you have cornpleted the questionnaire,  please mail it-to us in the  envelope provided.. If  you would like.' 
additional information about the  survey, if you have anY  questions  about Cornpleting the questionnaire, or if u 

,would like to receivescopies of either  of the  Other tWo questionnaires, please telephone .(collect) Ann  Simpson' or 
Kathy Deeg at Energy Pathways Inc.. in Ottawa: (613)235-7976. Thank you.for.,OUr assistance. 

Peter Éag. ar 	• - 
Director, General 	. :* 
Entrepreneurship and Sniall  Business Office  

Canadian Màrliifacturers ..A.ssociatign , 
AsSoclatlôn des màntitacttirleis canactlens, . . 
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ackground on the ON-SITE Approach 
to VVork Opportunities for Youth 

• 

a 
management of the program. 

'The placements of highly qualified young professionalS for six-month terms - have, proVen to be 
very beneficial to both individual workers and participating companies: ON-SITE"proviçies'Ul 
recipients with a chance to adtively improve their skillS and experience while they aie ,coile.cting 
benefits. One-third of the project Workers are hired by their host employers É thé end of their „ - 
work terms, end mcist of the others find étnployment elsewhere: Môralhan 97% sof participahts 
are employed within three months of the end of their terms. 	, 	' 

ON-SITE has been succesSful beçause it iS•markét-driven.and réspànds to industry's needs: 
Currently, the program prOvides qualified personnel to wàric àn environmental, energy 
management, occupational health arid safety, and. quality management projects. These 
perSonnel ate primarily young, university-educated individuals:with good technical skills bdt'litnited 

;workplace experience: 

CMA and Industry Canada believe there are other opportunities to meet the needs* of srnall and 
medium enterprises and to improve the employment prospects of young-profeSsidnals, using the 
ON-SITE approach. We would like yout yiews on hàw young pràfessionals could help yàur 
cotnpany in the area of practical applications of' ccimputers, as well as your broader perspéctiVe 
oh the contributions Of young professionals in your industry. 

Questions? Call the Survey Help Desk collect at (6131 235-7976. 

National Survey of Work Opportunities for Qualified Young Professionals 

Canadian Manuifacturers' .Assàciation's ON-SITE/A LA SOURCE program is an innovatiVe 
indùstry-govemrnent partnership that haS been uniquely successful in meeting the needs of ' 
industry end creating value-added employment oçportunitiés for young people: 

• 

a 



comPuteesPtee 

ber locations  

Management andAdrninistration 

Sales and custcher  service 	, 

c) Marketing and  communications  

Production of goods and services 

e) Overall Computer capabilities 	- 

NEITHER 
	(4 )* 

I 	I. 	I 
2 
	

::.:.:.i  

:STRONGLY - 
AGREE •(7)' 

1 	•. 	1 	: 
6 	7 • 

'STRONGLY • 
DISAGREE (1) 

8:1% .2 s = 1. 

9.1> 	311% S.=  1. 

"-. 	." - eionitamiketeâekelitiegueetiâne.5à,e 
efkâaawiiikmilditâ 

"...HOW.do.yoU rate:your' comPanis:CompUter Capabilities tO:meet . your  business::  
fleeds‘ in thélollOvVing aréas? ....Pleese'conSider only'hardWare  and  software: . : 
staff, skillS are addressed in a later .  section  : F'royide your ratind on the .folloWingscalé..• 

, Where• - iFextrèmély low daPability,:7=extramaly .  hie) .capability and midpoint ii.môclerate.capability. 
. 	 . . 	 . 

, 	 EXTREMELY LOW - MOI)ERATE ' EXTREMELYHIGH 
.CAPABILITY' ' .(1) 	CAPABILITY (4). 	CAPABILItY 	(7) , 	 , 

: 	 : 
5 	6 	7 

2 5% 4.3% 8.1% 21.7%  28O%34%  5% , = 4.8 s = 1.3 

3.2% 8.4% 13.0% 22.7% 22.1% 22.7% 7.8% 	= 4.5 s = 1.5 

3.9% 97% 18.8% 26.0% 16.9% 20.1% 4.5% i= 4.2 s = 1.5 

4.1% 3:4% 4.8% 25.3% 22.6% 27.4% 12.3% it =49s=15  

1.2%- 3.1% 8.6% 28.4% 25.9% 28.4% 4.3% 	= 4.8 s = 1.2 

Overall, are you satisfied with  the  computer capabilities,of your company? 
EXTREMELY 	NEITHER 	EXTREMELY 	 * 

. DISSATISFIED (1) 	( ) 	SATISFIED (7) 

1 - 	I 	I 	I 	1 	1 	I 	 * 
.

1 	
.

2 	3 	4 	
„

5 	6 	7 .  
3.1% 3.7% 16.1% 10.6% 27.3% 35.4% 3.7% 	k 4.8 s = 1A 

Do you agree or disagree with the following statements about computer 
practices in your company? 

0 

a) Overall, lour company gets a 'good 
retUrn  on  oiir investrneres in computer 
hardware  and  Software. 

• 
. 	. 

b) Our staff*makes the best possible 
- 	use of our eidsting  computer  : 	• eqùipment and software. 

National Survey of Work Opportunities for Qualified Young Professionals 



9aiewd.11:::yourç:omponyelisepottffeleeternoteotteomplerookendiger$oryiege 

In your view, how well is your firm keeping up with computer system changes 
needed to be competitive? 

FALLING FAR 	KEEPING UP 	FAR AHEAD OF 
BEI-IIND (1) 	 ( 4 ) 	COMPETITION  (7) 

1111111 
1 	2 	3 	4 	5 	6 	7 

1.9% 3.2% 19.0% 25.9% 24.7% 18 4% 7.0% 	= 4.5 

In what areas does your company make the most effective use of computers? 
In what areas do you think improveinents would he most useful?. 

H 	Internet and On-line Services 

i. Does your counpany have access to the Internet'? 
n=156 	q. Yes = 59.6%  D 	No=404% 	 , 

If YeS:oplease check the activities for'whieh your company uses the Internet. 
[7] E.-mail 88.9% 	 n General business/straiegic information . 34.4% .  

Sales support 16.7% 	. 	 11 Market research and customer identification 22.2% , 

D Advertisirig, promotion and marketing 38.9% 

El  information on competitors. 24A% , 

El internal company communications (network) 
23.3% 

n  =90 	•• 

How would you rate your overall interest in using the Internet for your business? 
NOT AT ÀLL 
INTERESTED (1) 

Technical/after.sales support to Customers 10.0% 

Information on  OrodUct .and senrice .:suPpliers.:: 48.9%, . 

MODERATELY 	EXTREMELY 
INTERESTED (4) 'INTERESTED e) 

a 
a 

a 
a 

•.e
.:-..

sis
..H

.."
1"
,-

.:le
s...

:,...
".-

...
-:•:,.

”.
..e..

8.-1
...e.

.."
....

...  

Elebtronic commerceielectronic data interchange 22.2% 

	

1 	I 	I 	1 	I 	I 

	

' 1 	2 	3 	4 	5 	6 	7 
5A% 9.4% 13.4% . 26.2% 23.5% 16.1% 6.0% =4.3 s=1.5  

National Survey of .Work Opportunities for Qualified Young Professie nals 
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. How do you think Internet access could help your business? In what areas would 
it be rnost useful? 

Does your company subscribe to commercial on-line business services? 

a) Research into new business 
oppOrtirnities opportunities 

If Yes: please check the activities for which your company uses these services. 
D General business/strategic information 	El Information on product and service suppliers 

43.8% 	 46.9% 

D Information on competitors 12.5% 

How interested are you in expléring use of the Internet or on-line busineSs 
services for the following stràtegic  business planning activitiès? 

NOT AT ALI 	MODERATELY 	. EXTREMELY 
INTERESTED 
(1)  r 
.1 	2 	3:4  4 

Market research 21.9% 

15.8% 13.7% 8.9% 24.7% 16.4% 11.0% 9.6% 

D Technical information (e.g., new technologies, R&D) 
37.5% 	 . 

D Other (please specify): 	  
25.0% 

INTERESTED 
(4) 

INTERESTED 
( 7 ) 

, 

7 6 

b) Research into new technologies that 
you could potentially license or adopt 

c) Résearch into sources s::4 assistance 

d) TeChnical information 

e) General busineis/strategic information 

171% 13.7%; '7.5%* 	. 	14.4% 5.5% 

11.7% 11.0% i0.3%27.6%  15.9% 16.6% 6.9% 

8.9% 11.0% 4.1% 23.3% 20.5% 20.5% 11.6% 

8.8% 8.8% 5.4% 29.9% 21.8% 18.4% 6.8% 

IVational Survey of Werk Qpportunities for Qualified Young Professionals 

R'rm 	s = 1.9 

R=3.8 s=1.9 

4.0 s = 1.8 

=4.4 ' s=  1.8 

= 4.3  s1.6  



11. How useful do you think the following improvements would be to your firm's 
computer capabilities for management and administration activities? 

	

NOT AT ALL 	MODERATELY 

	

USEFUL (1) 	USEFUL (4) 	 
1 	1 	1 	1 	1 

	

2 	3 	4 	5 

EXTREMELY 
USEFUL (7) 
177-71 
5 	7 Strategic Business Planning 

7.2% 5.3% 23.0% 

5.2% 10.5% 11.8% 35.3% 17.6% 15.7% 3.9% R=4.1 s=1.5 

19.1% 18.4% 19.7% 14.5% 14.5% 8.6% 5.3% )1 = 3.3 r. 1.8 

9.9% 7.9% 11.2% 11.8% 26.3% 23.7% 9.2% 

5.2% 7.7°/o 9.0% 18.7% 24.5% 23.9% 11.0% 

12' 	3 	4 	5 . 6 	7 

6.6% 92% 6.6% 15.8% 22.4% 22.4% 17.1% 

2.6% 5.8% 5.8% 18.1% 19.4% 29.7% 18.7% 

7.8% 9.1% 20.8% 14.3% 20.8% 21.4% 

5.8% 7.1% 9.1% 25.3% 20.8% 16.9% 14.9% 

3.9% 7.1% 52% 23.4% 14.9% 24.0% 21.4% 

Sc" =4.5 s = 1.8 

R=4.7 s=1.6 

rc=4.7 s = 1.8 

R=5.1 s=1.6 

R=4.8  s=1.8 

 R=4.6 s=1.7 

R=5.0 s=1.7 

k=4.7 s=1.7 

=5.0s=1.6  

=46  s2.0 

ic=4.7 s= 1.8 

4.5% 9.7% 8.4% 26.5% 23.9% 17.4% 9.7% 

3.2% 4.5% 63% 16.9% 18.8% 29.2% 20.8% 

k=4.5 s= 1.6 

1 . = 	s=1.6.  

a 

0. 

a 
a 
a 
a 
a 
a 
a 
a 
•a 
a 
a 
0 
a 
a 

•a 
a 
a 
0. 
a 
a 
a 

a 
a 
a 
a 
a 
a 
a 
a 
a 
a 
a 
0 

Ill Computer Needs for . Management and Administration 

..g:eggentioheageoliiisit#tioiveArb.ue.... :toe:tote 

a) Research in, support of strategic 
business objectives (e.g., neW 

• oPpôrtunities or suppliers) 

b) identification of sources of 
.investfrient/funding 

c) Cornpetitive intelligence 

d) Researdh into new markets 

Fina ncial Management;  
e) Electrônic invoicing 

f ) Cost ,  management/control 	• 

g) Payroll 	. 

h) Financial/tax planning - 

i) AccountinWboOkkeeping 

j): Electronic data interchange with your 
• • financial institution - 

• Other Management Functions 
k) Scheduling/planning and Project 
• management 

I) Inventory management/control 	• 10.6%' 7.9% 7.3% 17.2% 17.2% 172% 

m) Electronic data interchange with 	 • 	• 	. 
suPpliers and clients (e.g., autornatic 	7.4% ,. 7.4% 8.7% . 18.1% 1 . 8.1% -20.8% '19.5% 
ordering) 

n) Personnel/human.resource 
•• management 	. 	. • • 

o)- Produçtivity analysis" • •. 

National Survey of Work Opportunities for Qualified Young Professionals 

OltanCeOtedMPIgelleiehlig  

2 	3 	• 4 

4.0% 3.3% 10.0% 14.7% 22.7% 

21.7% 20.4% 

5 	6 

26.0% 

16.4% 

7 

19.3% 

22.5% 



12. In your view, what are the main advantages of investments in computer  
ale 	 technologies for management and administration? What are the driving forces 
« 	behind your investments in computer hardware and software for these activities? a 

• 
a 
a 
a 
a 
a 
a • 
de 

le 

IV Computer Needs for Marketing and Communications 

Mn:::aek&yotteeeneeetquet.egee#,Wetemport:apeeniteampute - 1ïezdhftditigleetetâtëemoiktiitneedeteeintnuniedti 

13. How useful do you think the following improvements would be to your firm's 
computer capabilities in marketing and communications? 

	

NOT AT ALL 	MODERATELY 

	

USEFUL (1) 	USEFUL (4)  

I 	III 	I 
1 	2 	3 	4 	5 

EXTREMELY 
UsEFUL (7) 

6 	7 

e) Software for sales support 
(e.g., presentation software) 

b) Marketing/sales databases 
(for new customers) 	. . 

8.5% 10.5% 8.5%  261% . 2t6%' 13.1%.11.8% R = 4.3 s = 1.7 

10.3%  77%  9.0% 14.8% 22.6% 22.6% 12.9% R = 4.5 

4.6% 4.6% 9.9% 24.3% 15.1% 27.6% 13.8% R = 4.8 s = 1.6 

a 

.c) Databases Of existing customers 

d) Internal company communications 
(e.g., e-mail, networks) 

. e) Production of marketing and 
• promotional materials (e.g., desk-top 	9.1% 7.1% 11.7% 19.5% 17.5% 14.3% 20.8% it = 4.6 S = 1.9 

publishing, graphics) 

lib 	f).  Internet access 

14. In your view, what are the main advantages of investments in computer' 
•
1111 technologies for marketing and communications? What are the driving forces 
• behind your Investments in computer hardware and software for these activities? 

• 
* 	 • 

• National Survey of Work Opportunities for Qualified Young Professionals 	 7 

9.6% 7.1% 10.3% 19.9% 22 4% 16.0% 14.7% R = 4.5 s = 1.8 go 
to 
to 

9.1% 11.7% 8.4% 24.0% 16.9% 16.2% 13.6% R = 4.3 S = 1.8 



a) .  Cost of upgrading hardware and 
séftware 

b) Lack of personnel with sufficient 
• Computer skills 

c) Uncertainty about what computer 
technologies/programs are rnost 
appropriate for my business 

V 	Barriers to Computer. Use 	. 	 . 
15. Please rate the exteni to which you think the f011owing prOblems present barriers 

to improving your company's  use of computers. 	. 	. 
. 	 , 	NOT A 	. 	MODERATE 	 SERIOUS 

• PROBLEM (1) 	PROBLEM (4) 	PROBLEM (7) 
I. 

. 67 	: 

9.4% 8.8% 14.4% 23.1% 16.9% 16.9% 10.6% 	=4.2  s r: 1.8 

15.9% 10.8% 15.9% 21.7% 12.7% 18.5% 4.5% it = 3.8 s  =1.8  

d) Staff resistance to change 

•f).  Concerns about the value of frequent 7.6,;0  
upgiadeS to  hardware and software 	' 

g) Learning curves/costs of staff . 
training 

16. What are the most  important  problems that your company faces in the area of 
making improvements to computer capabilities? 	' 	 • 

VI Computer Skills and Human Resource Needs 
How would you rate the computer knowledge and skills of your employees 
working in the following areas? 	 . . 

• EXTREMELY • 	MODERATE 	EXTREMELY 
LOW (1) 	 (4 ) 	 HIGH (7) 

I 	I 	I 	1 	I 	1 	1 
1 	2 	3 	4 	5 	6 	7 

a) Management and administration 	• 1.9% 3.7% 6.8% 33.5% 34.8% 15.5% 3.7% 	= 4.6 S = 1.2 

b) Sales and custornei service 	4.5% 9.1% 13.0% 35.7% 26.6% 9.1% 1.9% "À = 4.1 s = 1.3 

c) Marketing and communications 	3.4% 8.1% 16.1% 35.6% 262% 8.1% 2.7% k = 4.1 s = 1.3 

National Survey of Work Opportunities for Qualified Young Professionals 

1 	I 	I 	1 	I 
1 	2 	.3 .4 	5 

73% 73% 82%  27.0%.23.9%  11.3% 14.5% 	=4.4 s=  

16.8% 15.5%  22.4%.i9.9%  10.6% 11.2%  3.7%.  = 3.4 s = 1.7 

e) Management resistance to change 	19.4% 18.8% 17.5% 20.6% 11.3% 9.4% 3.1% 5"( = 3.3 s = 1.7 

5.7% 12.0% 22.8% 20.3%.21.5%  10.1% it = 4.5 s = 1.7 

5.6% 5.6% 16.3%  28.8%18.8%  15.0%  • 10.0% k ='4.3  s = 1.6 

a 

• a 

e. 
.7 	a 

a 

a. 

a 

a 

a 
'Ô ' 

a 

a 

a 
a 
a 

Ô 
•  

a 
a 

0 



d), Prôduction ôt 'goods and Seryibes 

e) Ernployees i bverall knoWledge and. 
skills 	, 	• 

19. What are'yOUr'niottpreiSing needifOricôniputer ..• 	 • 	 • 	s 	• 	, 	• 	, 	• 	• 

pwee  

MODERATE 	EXTRElkLY 
: 	(4 ) 	 HIGH  (7) 

1 1 
4 	• 5 . 	6 	7 , 

	

2.7% :6 8% 178°4, 30.1% 24.7%. 110% 68% 	= 43 s=1 

Ok% , .6.9% .16 ..3% 419% 23.1%. 8.1% 3.1% R=42s=11 

EXTREMELY 
LOW (1).  , 

1. 
. 	1 	2 

yQu r, àwn  côrhOter kni?Wledge end': • :5.7%  4.4% 
 .• skills 	 . 8.2% 22 6% 26.4% 226% 10.1% k = 4.7 s 

HoW:Would- yok.rate.yoUr: 
febetter:cOMputerikiils 

e .  

company's short-term needs (i.e., in the next six months) 
for the following business activities? 

NO/LITTLE 	MODERATE 	 GREAT 
NEED (1) 	NEED (4) 	, NEED (7) 
1111111 

e. ' 

• 

a) Management and  administration 

b) Sales  and customer:Service • . 

.b) Marketing and communications 

 .  d) Production of goods end seni.ibeS•  

9.4% 15.7% 11.3% 29 6% 208% 8.8% 4.4% 	= 3.8 s = 1.6 

13.9% 14.6% 10.1% 23.4% 20.3% 14.6% , 3.2% k = 3.8 s = 1.7 

14.5% 16.4% 12.5% 21 ..7% 19.7% 9.9% 5.3% 	= 3.7 s = 1.8 

11.3% 22.0% 10.0% 18.7% 18.0% 14.0% 6.0% it = 3.8 S 1.8 

0. 
0. 
a.. 
a 

, 

a 
e 

How virould you rate the opportunities for highly qualified young professionals 
,with computer skills to find work with your company? 

NO/FEW 	 SOME 	 MANY 
OPPORTUNITIES (1) OPPORTUNITIES (4) OPPORTUNITIES  (7) 

9.5% 25.9% 17.1% 20.3% 15.8% 82% 3.2% 	k =34 s = lk 
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I 
1 	2 6 	7 

24.8% 8.8% 	= 4.9 = 1 

6.8% 8.8% 18.4% 

10.0% 16.4% 

8.7% 2.7% 10.7% 

10.2%1.4°/o 	= 3 •9 

7.9% 7.9% )1 =4O  = 1. 

16.7% 18.0% 31.3% 12.0% it' = 4.8 s = 1.7 

=1. 30.6% 23.8%. 

35:7% 15:0% . 

6.1% 2.0% 8.1% 12.2% 22.3% 27.0% 22.3% 

32.4% 17.6% 11.5%  

30.1% 17.1% 25.3% 9.6% j""( = 4.6 

= 1. 
 

Generally speaking, how do you view the benefits or payoff your company receives 
from hitring yttung workers in professional or technical positions? 

EXTREMELY 	MODERATE 	EXTREMELY 
LOW PAYOFF 	PAYOFF 	HIGH PAYOFF 
(1) 	 (4) 	 (7) 

1111111 
1 	2 	3 	4 	5 	6 	7 

3.4% 6.1% 15.5% 31.1% 243% 18.2% 1 4% 	ic = 4.3 s = 1.3 

, 
22. In yoUr opinion, would the f011owing charaCteristlés.of a work expérience' prOgram • 

bé  positive or  negative features? 
• EXTREMELY 	NEITH 

* 	 NEGATIVE (1) 	 (4.) 
NEITHER • 

(4.) 
EXTREMELY 

POSITIVE. (7) 

; 

a) Program led by the private sedtor and 
, supported (e.g., financially) .  by the • 	3.6% 1.5% 8.0% 15.3% 38.0% 
public sector 	„ 

• . 
b) Provision of pradtical workplace  experience 	 , 

C) .Partial salary subsidy, linked to  an 	 . 
obligation  to hire the worker at  the end 11:6% 15.6% 16.3% 21.8% 19.0% 
of the work term 

13.6% 2.0% 	= 3.7 S = 

d) Focus on non-prOduction activity . 
(i.e., work the might not otherwise 
get clone) • 

e) Program led and financed entirely 
by the private 'sector 

f ) l4e . of Li' dollars to fùnçl work 
.placements 	. 

g) EmploYer pay no salary coSts but 
pays for Program administration, with 
no  obligation  to hire the Worker at the 
.end of the term 	 . 

to 

• 

V. 

 • 
me 

 se 

es 

V. 

h) 'Program . restricted to yOung 'people 	.12.8°/o . 12.2% :i1;.5% 

i) Emphasis on high-skill jobs 	 6.2% 3.4% 8.2% 

Do You have any comments about these or other aspects of à work experiencé 
program for young professionals that might cause it to succeed or to fail? 

National Survey of Work Opportunities for Qualified Young Professionals 



employed witlyttiià -CoMpany.?.. 

for how niaiwyears . .. 
Has ,you .r firm ipeen:operating? = 33.2 s = 36.3 

R= 11.6 s = 9.5 

e. 

e. 
a 
e .  

Air 

I-10w -interested Would your COMPany be in participating in - à :program. to provide 
vvork eicperienice. to young Professionals? 	 . 	• 	, 	 • 

• 	 NOT ArAl.a. 	SOMÈVVHAT 	. EXTRÉMELY 	. 
INTERESTED. (1) 	INTERESTED (4) ,  . INTERESTED (7)  

1 	-1 	- 1 	1 	• 	1 	: 	*1 
*3 	4 	5 	6 	s .7 	 • 	. 

. • 	. 	8.4% 12.3% 14.3%' .  26.6% 28.1% 11.7% 	- 	=40  $ = 1.6- 	. 

1 . 	. 	VIII :Background Characteristics 	 . 

- 	• 	 • Dees yOur organilation oPerete: at rt =158 . 	• 	 , 	 . 
A single lotetiôni) 	  1 • 	57.0%..' 
Multiple locations in Canada.?  - 	 • 	 2 	29.7% 

s 

 

Multiple locations in Canada  and .othér countries? 	  3 	. 13.3%' 

Your location is 	 - 	 . 	 - 	 , n=156 	•• 

Head  office 	  1 	87.8% 
A division or subsidiary 	  2 	122%  

HoW many  full -time staff does  yoUr company empli)y? - . 
At  your  location'? 	 • 	1  21 	1 . .1 	1 	.R= 93.6 s = 1910 	: 

* In Canada'? 	- 	- 	 1 . 	1 • 	1 	1 H  1 	'it= 259.1 s = 519.0 	• 

.
-Over , thelast 24 Months, apprax,irnatOy hoW many new - Staff has , Yotir'conipany 

emploYed  for jobs  requiring highly - Skilled Workers: a.g., management, . • 
profeSsional; teC4àical•positiOns? -j/f. yoii don.'t knO14;,• please•cjicle 	 • „ 	 „ 	_ 	. 	. 
NuMber of neW hires' in last 24 Months 	- 	I 	1' s 1. 	1 • . "X =95  :s = 26.8 

ApproximatelY'how Manli of  these neW.hires  have  been under .30.yearS of age? 
..Numbet= of .  new hiies uhder 30 .  in -laet•24:monthS 	• •1 	1- 	1 . 1 	. =55 s=123 . . 

What is - yoUr position within-the organiiation? 	 . 	n =15 .6 
Owner, .Presiclent. or CEO 	* 	 • 	  1 	35.9% 
Senior Manager,  Executive Officer, General Manager 	• 	 2‘ 	33.3% 
'Manager: Hurnen Resourceepersonnel 	  3 
Manager Other areas of r$sponsibility (Please specify) 	- 	4. 	'14.7% . 	. 
Other (please specify) 	 5 	9.0% 

rational SunieY  of  ,Weilippetunitiefor QitàfiettYouiepridéàsfénals-i. ; •' 	. 	. 



32. We welcome your comments on the topics covered in this sutvey. 

Would you be interested in receiVing a brief summary of the results of this sunrey? 
YES NO 	n = 154 

If "Yes", please print your name and mailing address below, 

erinetteee'e.,-.,..efe."-e,e;• • 

rrimeive 
eon:end:1 

ggettge.4:::W.Pt014g:Pegg 
1  inj.4.40r0i.g4ek04#14 
âïtiallitthàfâeidi*Ï0 

..• 	

Company 	  

Mailing Address: 	 »  

	  Postal Code: 	 '  
• 

ai. 
0-  

::a 
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Appendix B 

Annotated Questionnaire: 

Part 2: New Market Development and Exporting 



a 

a 

e. 

June 18, 1996 n 	. 
Dear Employer: 

Industry Canada and Canadian Manufacturers' Association (CMA) are conçlucting a series of surveys.of 
Canadian companies concerning work opportunities for qualified young professionals. The objectives of these 
surveys are to identify productive areas for youth employment and to find better ways to match young workers 

• with high-skill opportunities in the private seCtor: for example, in junior professional; technical and management 
in • 	 positions. 

. 	A current CMA initiative called ON-SITE/À LA SOURCE has been verV succesSful at achieving this potential, 
me  • 	 placing more than 3,000 skilled young workers With satisfied employers. Industry Canada, CMA and other 

associations are now working to realize  more of these opportunitieS for youth employment. 

•• 	We are surveying Canadian employers to. determine their views on Opportunities for yoting professionals in the 

National Survey of Work Oppôrtunities for 
Qualified Young Professionals 

Part 2: New Market Development and Expoding 

n 	following areas: 
1. Practical Computer Applications for Business a me 	 2. New Market Development and Exporting 
3. Customer Service 

• You are one of a small number of Canadian employers selected to receive the survey on New Market 
• Development and Exporting.: The importance of this subject to Canadian business is reflected by the recent 
• merger of CMA •and the Canadian Exporters' Association to form the Alliance of Manufacturèrs & Exporters 

Canada. We  encourage  ydu tb take a few minutes to complète thiS questionnaire so that the study results will 
accurately represent the views of Canadian business. Of course,  your participation is entirely voluntary. Please 
note that your responses will be kept completely confidential and that your answers will never be associated with 
your name or the narne of your company. If for some reason yoù are unable to complete the questionnaire 
yourself, we encourage you to pass it on to another appropriate contact in a senior management position witiiin 
your organization. 

VVhen you have cOrripleted the questionnaire, please mail it to  us in the envelope provided. If you would like 	. 
. additional information about the survey, if you have any questions about completing  the questionnaire, or if you 

wOuld like to receiVe copies of either of the other two questionnaires, please telephone collect) Ann Simpson or 
Kathy Deeg at Energy Pathways Inc. in Ottawa: (613) 235-7976.. Thank you for your assistance. 

a 
a 

a 

Peter Sagar 
Director General 
Entrepreneurship and Small Business Office • 

I. 	Industry Canada Industrie Canada 

• Stephen Van Houten 
President 

• Canadian Manufacturers' Association 
Association des manufaCturiere canadiens 



Canadien Manufacturer& Association's ON-SITÉJÀ LA SOURCE program is an innoyatiye 
• industry-goVemrrient partnershiP that has .been uriiquely succeseful in meeting the needs of 	- 

industry and creating value-added emplOyment oPportunities for young people. 

•ON-SITE places qUalified unemployed individuals in comPanies and institutions for six-month 
terms, to assist with activities that are incremental to the regular business of the orgànization 
and result  in positive change. Thé positive response to  ON SITE has cléarly dernoristrated that 
niany cOmpanies have needs for specialized human resources that young workers can help to 
meet  

ON .-SITE employers select their workers from a number of Candidates prescreened by program 
administrators. • A private'sector company administers the program for CMA. The salaries of 	• 
émployees are paid by Human Fieàources DeyeloPment Canada in the form of enhanced 
Unemployment Insurance benefits. Participating employers pay $100 per week for the 
management of the progra .m. 	 : 

The placements of highly . qualified yourig professionals for six-rnenth terms  have  proven to be 
very beneficial to both individuel woricers and participating companies. ON-SITE provides Ul 
recipients With a chance to actively iinprove their skills and experience while they aie collecting 
benefits.  • One-third of the projeCt workers are hired by their host emPloyers at the end of their 
work terms; and most of the others find emploYment elsewhere. More thari 97% of participants 

. aie ernproyeci within three•monthe of the end of their terms. 

ON SITE has been successful becaueé it is marketdrivén and responds to industry's needs. 
CurrentlY, the program provides qualified personnel to work on environmental, enérgy • 

management, occupational health and safety, and quality management projects. These . 
personnel are primarily young, uniyersity-educated individuals with good technical skins but limited 
workplace exPerience. 	 • 

CMA and Industry Canada believe there are Other opportimities to meet the needs of small and 
Medium enterprises and to improYe the employment prospects of young profeseionals, using the 
ON SITE approach. We Would.liké your views oh how young professionals cciuld help your 

. .company in the area of new Market developmént and exporting, as well as yeur broader 	' 
• perspective on the contributions of young professiorials in your industry. 

Questions? Call the Survol,  Help Desk collect at (613) 235-7976. 

a. 

a 

a 

a 
a 
a 

a 

e. 
a 

a 

a 

e .  

• 
n 

•  Background on the ON-SITE Approach 
to Work Opportunities for Youth 
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1 	I 	 I 	I 
3 	4 	5 	6 	7 

5.8% 20.6% 43.0% 19.7% 9.4% )1=5.0 s,= 1.1 1.3% 

curtént -:: ..gursioes -s'arte .:,Gowth,Expeetetios . ,-. 

Do  you expect yOur coMpany's sales to increase or decrease over the next 12 
inonthS? 	 I 	 • " 

.DEcREAsE 	• .STAY  THE 	' 	INCIIEASE 
SIGNIFICANTLY- 	- 	SAME . • 	SIGNIFICANTLY 
( 1 ) . 	 1 4 ) 	r 	 :( 7 ) 

. - a) ,Total sales .  

b) bbinestic  market sales  • : 	• 	-- 	1.0% 9.0% 37:0% 32.5% 14.5% 6.0% R=4.7 s= 1.1 

c) Export , market  sales 	 0.6% 3.0%, 2.4% 28:7% 31.7%. 20A%. 13.2% .R=5:0 s=1.2' 

Where in Canada does your company currently sell its products or services? 
(Circle all that apply.) 

es 
a 

Yukon  end. NorthweSt Territorie 	- 	• 	 • 	1 	.19 -4% 

- British Columbia 	- 	• 	 2 - 	51 -.5% 

. Prairies 	 • 	 , • 	 • • 3 	50.2% 

Ontario 	 4 	780%  

Atlantic 	  6 	47.1% 

	

, 	 . 
No Sales within Canada 	" 	' •• 	 - I 7 	. 	2.6% 

oes your company currently earn revenues from export sales? 
YES  NO 

n=229 • 	. 	, 	 60.7% 39.3% . If  "no", skip to Q #8 on page  .4. 

>I .For approximately'hoW many. years  has  your companybeen exporting? 	, 
Number  of  years 	 - • 	 I . 	1 	. 1 	1 	= 14.2 s = 13.3 

5. Approximately 	 at  percentage of your total 1995 reVenues was dérived from • 
- exports? 	 ' 

Percentage of total 1995  revenues  derived from exports 	I 	I  
NatienalSurvey of Work Opportunities  for QUalified YoùnàProfeSsiOnals .  

=:39.4 È =31.1 



expandin 
âï:Ü 

A) What are your current export markets? (Circle all that apply.) 
B) What are the main  products/services you sell in . these markets? 

. 	. 	 A) .EXPORT 	• B) PRODUCTS ./ 	. 
• - 	 MARKET . 	SERVICES SOLD 	, 

U.S.  	1 92.9% 	  

Mexico . 	2 21.4% 	  

Western  Europe  	a 29.3% 	 •  

Eastern and Central Europe' 	" 	 4 11.4% 	  

Southeast Asia/ Pacific Rirn  	5 35.7% 	 ,  

South Asia 	• 	 6 12.9% 	  

Central & South Anierica (excl. Mexico)  	7. 21A% 	 .  

Middle East  	 8 17.1% 	  

Other (specify) 	 • 	9 10.7% 	  

, 
7. Overall, how satisfied are you with the degree of sàccess of your company's past 

and  'current export aCtivities? 	 • 	; 
. 	 EXTREMELY 	NEITI-IER SATISFIED 	EXTREMELY 	 ' 

DISSATISFIED 	NOR DISSATISFIED 	SATISFIED 	. • 	. 
, 	( 1 ) 	 ( 4 ) 	 ( 7 ) 

4.2% 2.1% 10.6% 24.6% 282% 219% 6.3% 	k = 43 s = 1. 

How would you rtç yew cepany's overall interest in exporting and/or in . . 
developing neW export  markets  over the next 24 months? 

. 	NOT AT ALL 	MODERATELY 	EXTREMELY ' 

	

INTERESTED 	INTERESTED 	INTERESTED 	 : 
. 	(1) 	 (4) 	 (7).. 	. 	• 

	

I 	:I 	I 	I 	.1 	I 	I 	' 

	

1 	: 2 	" 	3 	, 4 	5 	6 	7 	 ' 
.22.4°)6 6.9%  0 9°)0 10.3°/0 13.6%. 22.4% 29 4% 	4.8 s = 2.3 

If not at all interested, please skip to a#14 on page  7 . 
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s 	 1.9... 

a 
is. • 

• 
How interested are you in introducing your products or services or increasin g . 
your company's sales to the following markets? 

NOT AT ALL 	MODERATELY 	EXTREMELY 
INTERESTED 	INTERESTED 	INTERESTED 

• 

1 	2 	3 	4 	5 ' 	6 	7 

a) U.S. 	 4.8% 0.6% 2.4% 9.1% 9.7% 21.8% 51.5% Yc = 5.9 s = 1.6 

b) Mexico 	 . 15.6% 3.3% 6.6% 18.0% 193% 11.5% 254% 	= 4.6 s = 2.1 

c) Western Europe 	 18.3% 3.3% 2.5% 17.5% 13.3% 14.2% 30.8% St = 4.7 s = 2.2 

d) Eastern and Central Europe 	257% 6.7% 53% 18.1% 12.4% 11.4% 200% 	= 4.0 s = 2.3 

e) Southeast Asia/Pacific Rim 	24.2% 2.5% 4.2% 12.5%_ 10.0% 17.5% 292% )1 = 4.5 sl= 2.4 

f) South Asia 	 . 	32.0% 3.1% 72% 15.5% 12.4% 11.3% 18.6% i"c* = 3.8 s = 2.3 

g) Central & South America 	- 252% * 0.9% ..  7.5% 16.8% 15.9% 112% 22.4% 	= 4.2 s = 2.2 . 	(excluding Mexico) 	' 

h) Middle East 	 33.7% 7.1% 6.1% 1 02% 13.3% 122% 17.3% ic = 3.7 s = 24 

i) Other (specify) 	 ' 	 . 	54.1% 5.4% 	13.5% 5.4% 10.8% 10.8% ic = 2.9 s = 2.3 

O. To what extent do you need the following types of  InfO .rrnatimi,inôrderfor  your 
company to take advantage of export market opportunities? 

NO/LITTLE 	MODERATE 	 HIGH 
NEED (1) 	 NEED (4) 	 , NEED (7) 

1 	- 	1 • 	1 

a) Characteristics of the markets in 	 • 	 • 
which you are interested (e.g., costs, 	7.6% 5.1% 1:3% 19.1% 13.4% .19.1% .34.4% 
regulations, quality requirements) 	' 

• • 	 . 
b) Sales oPportunities in specific markets 5.6% 31.94. : .16804, - .1.4..% 

„ 	 . 	 . 

yoù. dotencounter 	7.6%, .• 	 s:r.; 

7.6% ';.,.1.9%::,:„6.3 .%;› 	 ;•'29.1%  278% 	=52s 

e) 'Export financing options 	 . 16.0% .  5.8% 5.1y0 192% 9.6% 16.0% 282% R .7 4.6 s = 2. 

) .0verall knowledge of .  the international 	 • 	 • 

	

7 .4% 3.7% 5.6> 16.0% 1 .63% 22.8% : 27.8% 	= 5.1. s = 1 markets that interet ydùr compan 

National Survey  of  Work Opportunities for Oilalified Young Professionals 
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4.1% 18.8% 20.0%. 30.0% 20.6% g=5,2s=1'. 

8.9% : 13,0% 	 16.0%: 8.1% 	g .2 

16.0% 14.8% 10.5% 26 ; .5 4; 	 62% 

6.6% 10.8% 22.2% 252% 18.6% 9.6% ic = 4.5 6.6% 

11. If your company has an interest in export growth (whether you currently export 
or not), how would you rate your company's status with respect to the following 
steps needed for expo rt  readiness. 	 . 

NOT AT ALL 	SOMEWHAT 	COMPLETELY 
' 	 READY (1) 	FIEADY (4) 	READY (7) 

- 
3 	4 	' 5 1 6 

.a) Your company's overall readineSS 	n, 
to take advantage . of export 	47° 
opportunities. 	, 

b) .  General research and planning 
(e.g. ;  asseêsing export capacity;  
identifying potential markets) 	. 	• 

c) Market research (e g, researdhing 
competitors and.trade environinent - 

 identifying partners, joint ventures or. 
- distribution nétworks) 	 - 

d) Determining changes heeded to. 
' products and production proceses 	'9  

for export markets 	' 
e) Detailed planning (e;d: i  developing 

. 	prômotional strategies, logistical plans, 103% 
. •priçing and payment systemS; 

arranging financing and insurance)- 	. 
. 

 
f) IrnPlernentatiOn and monitoring 

(e.g., implernenting productiOn/process :63% 
changes; test marketing, eValuation ". 
and review) 	: 

5.4% 14.5% 30.1% 20.5% 17.5% 7.8% g = 4A s = 1.5 

8.5% 19.4% 27.3% 20.0% 13.9% 4.2% g =4.0 s = 1.5 

16 5%- - 25.0%':152%: 23 .8%. 91% 

7.9% 14.5% 24.8% 14.5% 21.2% 10.3% g = 4.4 s = 1.7 

12.. For  yoiJi;  company, to whài extent-do  the  follOwing problems 
to sùccessful.exportinger 	• 	 •., : 

NOT A 
PROBLÈM "(1)  

2 

MODERATE, 	 SERIOUS 
PROBLEi‘k (4) 	PROBLEM  (7) 

1 	1. 	oi 	1 
3 	4 • 	5. 	6 	7 • 

represent barriers 
fib 

• Au 
a 

=1.5 • a 

=1.5 ei 

a) Level of investment required is 
excessive 	. 

b) Laçk personnel time to research and 
follow-up export oPportunities 

c) Level of risk is too high 13.3% 13.9% 19.4% 29.1% 12.7% 7.3% 4.2% g = 3.5 s = 1.6 
d) Difficult to find partners'ir  the export 	12.0% *market 	.  8.9% 	22 : 8% , 17.1% . •• . 16S%. 8.9% = 4.1.s =.1.8 

e) Difficult to obtain financing 	 18.3% 17.7% 12,8% 262% 10.4% 6.1% 8S% 
I) .  Delays/difficulties in receiving .payrnent . 11.9% .12$% 19 4% 26,9%• .10.0% 12.5% 6.9% 
g) Language, cultural or social barriers 	21.A% 16.1% 15 5% 22.0% 1 1.3% 9.5% .. 4.2% 
h) Trade, regulatory and non-tariff _ 	. 

= 3.5 S = 1.8 
=.3.8 s =1.7 

R=3.3 s 1.8 

3.8s  = 1.8 • to  arriers 	 IL V/0 14.1% 14.1% 23.9% .  16 6% 9.8% 8.6% b  
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Does your company face any other barriers to exporting? 

itnian:::testnerzepe.ogramesuçfree 
000iliextet#0eÇO:gsgeg 
#6  whklt  do  not  toi  

TeegwygeeP 
opportunities 

eioppeittofteteee 
eefellitneng 

. 14. How interested are You in expanding Your business by ..•.- 
. 	NOT AT ALL 	MODERATELY 	EXTREMÉLY 

INTERESTED (1) 	INTERESTED (4) INTERESTED (7) 

a) Increasing sales of existing products 	. 
- and services in the province in which 1..1%. 2.7% 22% 16.0% 11.6% 19.6% 46.7% 'it= 5.8 s 

your company (or your branch/office)  
.ie  located  

. b) Increasing sales of existing produbts 
and sei./ices :alsewhere in Canada 

c) Selling new prOducts and services in 
the province in Which your comPany 

. (or youi• branch/office) is located. 

d) Selling new products and 'services  
" alsewhere in Canada • 	• _ 

9.8% 1.8% 5.4% 9.4% 13.8% 259% 33.9% . )1=5.3 s 
. 	 • 

6.8% 3.6% 5.4% 19.0%: 11 ..8% 19.9%. 33.5% 2=52 s 

14.5% 4.5% 6.8% 13.2% 14.5% 17.7% 28.6% ic" 4.8 s = 2.1 

1111 

. .To what extent  do  yoU expect to face CoMpetition from Similar products Or 
:.servicestalready:available .  in  your  target markets?' . 

-NoNgRy:LITTLE' : SOME  , • HIGH. 
ÇOMPETITIOff 	COMPETITION 	COMPETITION' 
(•1 ) 	 : : 	•(4) 	. 	 (7) 

*I. 

22% 22% 23% 11.2% 16.5% 26.3% 38.8% 	R=5.7 s 1. ,  • 
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18. Does your company face any other barriers to increasing doMestic salés? 

Mffl01:1 tifessionale meentpaniee 

miîne  th  
#6.:f&dlei 

19. Generally speaking, how do you  view  the..  benefits or payoff your company 
receives from hiring young workers in professional or technical positions? 

•EXTREMELY ' 
LOW PÀYOFF (1 )' 

2 3 

MODERATE 
PAYOFF 	(4) 

; 
HIGH EI ))(»ArY3CE)PFE1(;) 

I 	1 
6 	7 

.3.5%• 	 34.-2% :21e/0/.18.3% : 4,80/0:: .  4.4 s= i.  

National Survey of Work Opportunities for Qualified Young Professionals 

Is this competition mainly from domestic or foreign-based companies? 
. n :: 220 

Domestic coMpanies 	 1 	38.6% 
Foreign companies 	  2 	19.5% 
Both 	 ,   3 . 41.8% 

17. To what extent does your company face the following problems in expanding 
sales in Canada? 

, 	NOT A 	 MODERATE 	 SERIOUS 
PROBLEfvf (1) 	PF1OBLEM (4) 	PROBLEM (7) 

a), Lack of information on Market 
opportunities 

b) Lack of perSonneftime to research 
and follow-up marketing opportunities 

c) Lack  of rnoney to invest in marketin g  

and/or new prddubt çleyélopment ,  

d) Distribution, transportation and  
communication  costs. 

e) -Inter-provincial trade barriers 
(à.g., regulations) 

I' 	I 	1 	I 	I 	1 
1 	2 	3 	4 	5 	6 	7 

24.9% 19.7% 12.2% 24.9% 9.9% 5.6% 2.8% 

157% _14.4% ',II:5%e • ..28.40/0: -  .144%. .185% . .4.2% 	g=37s18 . • 

19.8% 16.5% 134% 15.1% .; 15.1> 14.2% 

•22,0% 18.2> 15.9% '21,4%, " :13.6% .  • 6,5% 	, 	=32s=1 .: 

39.3% 21.8% 8.5% 11.4% 5.7% 6.6% 6.6% 	= 2.7 = 1.9 

6.1% 	= 3.6  s  = 1.9 

w.  



is 

• 
a . 
a • 
se 
a 

7.1% 14.6% 26.5% 19.9% 16.8% 

= 4.1 

a 

Please  rate the extent to vvhich you think the following problems present 
barriers to young people who want to get jobs in your industry. 
First, consider the  skills  and characteristics of the prospective young worker. 

NOT A 	 MODERATE 	 SERIOUS 
PROBLEM (1) 	PROBLEM (4) 	PROBLEM  (7) 

1 	1 	1 	1 	1 	1 	1 
4.5 	6 	7 

- a) 'A lack of general ,skiils such as : 
language, math and communications..- 

, 	 • 
.b) A lack of:technical-or:specialized skills. 

, for the  job or profession 

c)' A lack of enthusiasm and CoMmitment - 
to their Work 	-• . 	* . 

d) À laçk of practical work 'expérience 

e) The lack.of,good job opporfunities 

) Unrealistic expectations about thèir 
value in the job Market . 	" 	• 

1 	2 	3 

12:1% 15.2% 10.3% $.0%. • ' 126>.:'.1.3.0°h: 10.8%. . • :it= 

4.4% 10.1% 7.5% 16.7% 19.4% 23.8% 18.1% )1 = 4.8 s = 1.7 

14.0% 14.9% 11.3% 19.5% 13.1% 13.6% 13.6% it" = 4.0 s = 2.0 ' 

1.3% 5.3% 102% 23.1% 20.0% 25.8% 14.2% 	= 4.9 s 1.5 

6.3% 6.3% 8.6% 24.9% 22.2% 20.8% 10.9% it = 4.6 s = 1.6 

2.3% 7.4% 1 01% 28.1% 203% 14.7% 17.1%?" -( = 4.7 s 16 
, 

Next, consider the problem of barriers to jobs for young people from the 
perspective of the employer. 

g), The costs of hiring .,:superVising and 
 training neW employees  

h) The costs-of salaries and benefits  for 
new employees . 

i) .  Changing human resourde Prabtices : . 	 ' . 
downsjzing,- outsourcing;spon.tract 6.3% 14.3% 12.6% 26.5% 1118% . 14.3%  7.% 

Workers) 	• 

D Th00e lack of job opportunities 
ptOvided by my industry tô qualified' : -.4.9% 
yoUng professionals , 

= 4:4 s  =1.6 . 

NOT A 	 MODERATE 	 SERIOUS- . 
PROBLEM ( .1)  , 	'PROBLEM (4) 	'PROBLEM  (7) 

1 	1 . 	1 	1 	S .. 	1 	..1 
1 	2 	3 	4 . . 5 	6 	7 

	

3.1% 6.790: 11.6% . 28.0% 20.9% 20.0% 9.8°/0 	=4.6  s  r. 

10.8% 11 7% 23.8% 19.3% 18.8% 10.8% 	= 4 4 s - 1 7 

How would you rate the opportunities for highly skilled 'young 'professionals to 
work in jobs in yo,ur company related to market expansion and development of 
new markets? . 

	

NO/FEW 	 SOME 	 MANY 
OPPORTUNITIES (1) OPPORTUNITIES (4) OPPORTUNITIES  (7) 

	

1 	1 	1 	1 	1 	1 	1 

	

1 	2 	3 	4 	5 	6 	7 
6.8% 12.2% 16.3% 31.2% 16.7% 11.8°h 5.0% 

National Survey of Work Opportunities for Qualified Young Professionals 

= 3.9 s= 



18.9% 30.3% 25.4% 11.9% 3.5% 

h) PrOgrarn restricted to young people 
i) Emphasis : on ,high-skill jobs 

22. How useful could young professionalS be to your company if they worked for six 
months on the following tasks related to new market development? 

NOT AT ALL 	MODEFIATELY 
USEFUL (1) 	USEFUL (4) 

EXTREMELY 
USEFUL 	(7) 

6 	7 • 

e)  Test marketing,  review and evaluation 20.1% 15.1% 11.0% 17 8% 13.7% 16.0% 6.4% 

23. In your opinion, would the following characteristics of a work experience 
program be positive or negative features? 

. a) General research and planning (e.g:,.' 
assessing export capacity) :  

12) Researching particular markets 

c) Working on changes to produbts,. 
. services or produçtion processes foi 

néw markets 

. :d) Detailed planning (e.g., promotional 
•plans, logisticà, pricirig and payment 
systems, financing and insurance), 

c) Partial 'salarY subsidy,linked to an 	• 	: 
obligation to hire the Worker at .the end  
of the Work tertn .  

d) Focus on non production  activity.(i.e., 	„ 	„0, 
work that might not othervvise gét done): 

e) prograni led and finançed entirely by the 
private sector • 

)• Use of  UI dollarS to fund work 
placements  

a) Program led by the private sector and 	. 
supported (e.g., financially) bY the public 1.4% :3.9% 
sector 

b) Provision of  practical workplace • 	 • 
0 9% experience 	. 	' 	 • 	• 

I "1.  • 7 J "• 7 ,  9.0010  

, 
17.1% 14.9% 11.3% '21 .2% . 162% 13 5% 5 9% 

172% 116% 10.9% 23.1% 16.3% 13.1% 5.9% 	37s18  

6.6cto 6.6% 13.6% 23.0% 25.8% 14.6% 9.9% 

EXTREMELY 
NEGATIVE (1) 

--r 
2 

8.1%. 14.3% 34.8% 

28%  

17.6% 10.0% 6.2% 

6.8% 6.4% 	s=1.9 • 
• 

112% 9 5% x39s=i9 . 0.: 
.111' 
• 

EXTREMELY. 
POSITIVE.  

.7 

à .  
R=3.6 S=1.9 • 

• 

e. 

)i=5.1 s=1.4. 

..• 

=4!4.s1.6  

t=4.2 S=1.3 0 
• . 	• 

4.0 S =1.6 • 

R=4.6 S=1:8 

=4,2 

=3.7 S=1.8 

g) Employer pays no salary coStS but pays 
for prograrri administration, with no 	:2.3%. 

: obligation to hire the Worker at term end 

5 6% , 11.6% 7.4% 32.9% 15.3% 17 6% 9.7% 
1.9% 2.9% 8.7% 29.0% 18.8% 25.6% 13.0% St =4S 

7.5% 3.7% 14.5% 17.3% 31.3% 23.4% R:=5.2 S=1.6 a 
a 

5Z=4.3 S=4.6 Ai 
• 
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Have you been employed with this company? 

Ô: 	24. Do you have any comments about these or other aspects of a work  expérience  _ 

a 

• 25. How interested would your company be in participating in a program to provide 
• , work experience to young professionals? 	 . 
ale_ 	 NOT AT ALL 	SOMEWHAT 	EXTREMELY 

INTERESTED (1) 	INTERESTED (4) INTERESTED (7) 

a 
a 

V Background Characteristics 
. 	25. Does your organization operate at 

A single location? .. 
• Multiple locations in Canada? 	 ,2 '25.8% 

ell 	2. Multiple locations in Canada and other countries'? 	  3 15.3% 
• 
• 27. Your location is 	 • 	 n  =221  
ale 	• Head officé 	• 	  1 87.8°/ 0 

• A division  crsubsidiary 	 2 12.2% 

• 28. How many 	full-time :staff does your company emploY? 

program for young professionals that might cause it to succeed or to fail? 

1 	1 	1 	1 	1 	1 	1 
1 	2 	3 	4 	5 	6 	7 

3.3% 10.7%  11.6% 32.1% 16.7 /0 16.7 /0 8.8% = 4.3 s = 

n =  221 
1 57.9% 

At your locaticin? 
e.  

In Canada? 
• 
• 
0. 

e .  

Ô. 
n • 
• 31. For how many years 

Has your firm been Operaiing? 
Ô .  

29. Over the last 24 months,' approximately how many new staff has yotir company 
• employed for jobs requiring highly Skilled wOrkers: e.g., management, 

professional, technical positions? (If you cidn't knoW, please citçle 999.) 

30. Approximately how many of these new hires have been.under 30 years of. age? 
Number of new hires under 30 in last 24 months 

Number of new hires in le 24 months 

I 	1 	1 	1 	I 
I 	1 	1 	I 	1 

Li 
 :

,=6.5  s = 9.6 

= 29.3 	23.0 

r. 12.6 = 10.1 

114.7 s 379.6 

e. 

Ô  
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Ogeigegnn Wahï 
rolie.#. 
watiiëâ  

Name: 

Title: 	 Company: 	  

Mailing Address: 

	  Postal Code: 	  

Tel: .( 

Internet/E-mail: 	 •  

Thank you for your assistance. 

VVould you be interested in receiving a brief summary of the results of this survey? 
YES 	NO 	n = 215 
n-1 

61.4% 38.6% 

If "Yes", please print your name and mailing address below. 

32. What is your position within the organization? n =  224 

Owner, President or CE0 	  1 45.5% 
Senior.  Manager, Exedutive Officer, General Manager 	  2 .33.5% 

Manager: Human Resources/Personnel 	  3 '7.1% 
Manager: Other areaS of responsibility (please specify) 	 • 	4 7.6% 
Other (please s'pecify) 	 5 6.3% 

33. We welcome your comments on the topics covered in this survey. 
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Appendix C 

Annotated Questionnaire: 

Part 3: Customer Service 



National Survey of VVork Opportunities for 
Qualified Young Professionals 

Part 3: Customer Service 

Dear Employer: 

Indtistiy  Canada .and Canadian _Mantifacturers'.  Association (CMA) are conducting a - series of . surVeys -  of 
.Canadian companies conderning work ôpPortunities for qualified young professionals: The objectives of .theSe .  
surveys are  to  identify  productive areas for  youth eMployment and to  find better ways .to Match young Workers .  
with high 7skill oppcirtunities in the Private SectOufor ekample,  in  junior professional, technical  and management 
positions., 	 • 	. 	 _ 

. 	 , 
A current; CMA initiative çalled  ON SITE/A LA SOURCE has -  been very Sudcessful at achieving this .potential, 
.plaçing more than 6,060 skilled young wOrkers with ,satisfied erhPloyers. --  Industry Canada, ÇMA and Other 
associations are  now Working to realize more of thesè opportunities  for  youth employment. . 	 " 

• . 	We are surveying Canadian employers. to detertniné their views on opportunities  for  young professionals in the 

• 'follomiing areas: 
:is 	 . 1. Practical  Computer Applications for Business 

e. 
n 

2 New. Market Development and Exporting 
' 3: Customer Service . 

You  are one  of a - Small nuMber .of Canadian eniployers.Sèlepted to receiVe the surveY oh Customer  Service: 
We  encourage youi to take ,a few : minutes to - complete  this  questionnaire  so that the stùdy reSults will accurately 
rePresent the viev.vs of Canadian business: Of course, your participation is entirely voluntary. Please note that . 
your responses Will be kept çompletely ponfidential and that yotir answers will ,never be assoOiatedwith your 
name  or theriame of your company .. If for $0R19 reason yoU are unable to coniplete the questionnaire  yourself,- 
we  encourage  you to.pass it on to another appropriate contact in a senior management 	Within your . 	 . 	. 
organization. 	 . 

When yoù have dornplèted the questionnaire, please mail it to  us in  the  envelope provided... If:you wotild like 
•additional  information about  the sUrvey :, if you have any questions  about completing the questionnaire; or if you . 
- woùld like to regeiVe copies of either of the other two  questionnaires,  Please telephone.(dollect) Ann. Simpson or 

• Kathy Deég at Energy Pathways Inc. in Ottawa .: (613) 235:i976. . Thank you for your asSistance. 

Peter Sager . • ... 	:Stephen Van Houten 
Director General 	 • 	 . President 

.. Entrepreneurship and Srhall Business Office 	. 	 • . 	7 	 , 

Industry Canadà 	Industrie Çanàda: 
Canadian ManufactureeMsociation , 
Association des manufacturiers cartadiens 



• 

• • 

:13 :4Ckgi. .O.ued ::on  the ON-SITE  
to WO* Opportienities:...for. Youth 

Canadian Manufacturers' Association's ON-SITE/A 'LA SOURCE program  is  an innovative 
industry-government partnership that has been uniquely successful in meeting the needs of 
industry and creating value-added employinentopportunities for young people. • 

ON SITE places  qualified Unemployed indiviclOals in companies and institutions for six-Month 
terms, to assist with activities the  are  incremental tô the regular business of the organizatiOn 
and result in positive Change. The  positive  'response to  ON SITE  has clearly demonstrated that 
many companies have needs for specialized huhian resources that young workers can help to 

• 

 

ON SITE  employers select their workers from a number of candidates  preScreened by prograrn 
adrninistrators. A private sector dompanyadminiSters the program for CMA: The salaries of 
employees are paid by Human Resources Development Canada in the form of enhanced • 
Unemployment Insurance benefits.' Participating employerà pay $100 per wéek for the 	• 
management of the prograth; 	. 	. 	• 	• 	, 	 . 

The placements of highly qUalified Young professionals  for  six-mOnth terms have : proyén to be 	. 
: Very beneficial to both individual Wôrkers  and  participating companies. ON SITE  provides Ul . 

récipients with:a chance to etively improVe their skills  and experiençe'while they are Collecting 
benefits. One-third of the project workérsare hired by their hoSt emplOyer's at,theend of their 
Work terms, and most of the  others findemployment elsewhere. More than 97% of participants 
are employed within three ninths of the end of their terms. • • 

ON-SITE  has been sucCessful.becaùse it iS market-driven and responds to indUStry's.needs. 
Currently, thé progràni Provides qualified personnel to:work on environmental; energy 
management, odcupational health and safety, and quality manàgement:prOjects: These 	• 
personnel are primarily young,:uniVersity,edugated individuals with gOod techhidar skills but liniited 
workPlace experience. 	' 	 • • 

CMA and Industry Canada believe there are.other. opportunities to meet the needs Of •sniall and 
medium enterpriSes and to improve the employment  prospects of  young professionals, uSing.the 
ON SITE  aPproach. We would lilçe yOur views on how young profesSionals could help your • 
company in the area of .custbmerservice; as well as your broader perspective on the 	• 
contributions of young prOfessiOnalS in your industry. . 	. . 	: 	. 	-• 

Questions? Call the Survey Help Desk collect at (613) 235-7976. 
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'inpo .rteneeiot ._Custpmer'Se ..riiite our Business 

9::::atioÉtioneofroiit theffinbt.tànze.e: 
$101110ESellfICO:::icevoutimise 

) New market development .  . 
domestic 	 . 

2.0% 2.0% 6.9% 12.7% 16.7% 28.4% 31.4% R=55s15 

a 

a 

Looking ahead over the next three to five years, how Would you rate the 
importance of each of the following factors to the growth, and increa,sed 
competitivenesS of .your business? . 

. 	 . 

No-r-AT ALL 	 , -EXTREMELY'::. 
IMPORTANT 	IMPORTANT . , 	IMPORTANT - : • 

• 	 ( 4) . 	(7) 

1. 
) Better use of computers for 

management and administration 

b) Betterfuse Of computers for 
marketing and communication 

' 	 • 	• 
c) Better use Of .advanced technologies 

for production • ' . 

d) New market dévelopmerit: 
international 

0.9% 	- 3.6% 125% 18.8% 26.8% 37.5% it = 5.8 s = 1.3 

2.8% 1.8% 8.3% 17.4%  211% 25.7% 22.9% 	= 5.2 s 13 

4.2% 2.1% 8.4% 133% 7.4% 29.5% 34.7% ic =55 s= 

12.0%  7.6%4 .3% 12.0% 15.2% 19.6% 29.3% it  

f) Innovations: product Or Service , 1.0% 5.1% 5.1%  i5.2%.23.2% 22.2% 28.3% 1  = 5.3 s i.  'devèlopmerit, product design, R !Si.  D 	• 	. 	, 

g) Improved customer serVibe . 	- 	0.9% s 	2.8% .  10.1% 11.0%; 30..3%  45 0% x= 6.0 s =1. 

h) ImprOyed occupational health  and 
 safety', praCtices 	 ' 6.7% 1.9% 11.5% 212% 18.3% 26.9% 13.5% it = 4,8 s = 1.6 

2. Thinking about the last two years. , would you say that cuStomer service lias been 
a low or high priority for your company's ... 

. 	 1.0W 	 MODERATE 	 I-IIGH 	• 
' 	PRIORITY (1) 	PRIORITY (4) 	PRIORITY (7) 

1 	1 	1 	1 	1 	.1 	1 
1 	2 	3 	4 	5 	6 	7 

a) Management 	 - 	- 2.7% 2.7% 125% 27.7% 54.5% 	g = 6.3 S =1.0 

b) Staff 	. 	 - 	0.9% 2.7% 10.7% 14.3% 29.5% 42.0% 	g =60 s = 12 
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What are the principal methods you use for important communications with . 

your customers? (Circle all that applY) 	 n = 112 

Regular in-person meetings 	  1 	- 50.0% 

Periodic in-person meetings 	 ' 	 • 	• 	 2 	67.0% 

Telephone 'conversations 	  3 	90.2% 

800/888 teléphone service. 	 - 	• 	  4 	31.3% 

Fax 	 5 	80.4% 

Computer (e.g., e-mail) 	 • • 	 - 	  6 	23.2% 

Mail/courier 	 • 7 	76.8% 
• . 	 , 

Other (please specify) 	 8 	8.0% 

Has your company introduced any new policies or programs in the last two years 
specifically to improve customer service? 	 n .110 

" 	 • 	 1* 74.5% 

No 	 • 	2 25.5% SKIP to a 5 

If "yes -, havi, these activities included any of the following? 
(Circle all that aPply.) 	 • 	 r • 	tr. 82 

• Staff training 	• 	 - 	 1 	84.1% 

Management training 	, 	 , 	  2 	61.0% 

Customer research/consultations    3 ' 	40.2% 

Customer E;ervice analysis/eValuation 	 • 	 4 	622% 

Comprehensive customer service program (e.g., TQM) 	 5 	41.5% 

Other (please specify) " 	 • 	 • 	6 	18.3% 

Yes 
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R•  = 

EXTREMELY 
DISSATISFIED (1) 

a 

a 
a 
e. 

a 

a 
a 

a 
•  
a 
a • 
Ô .  

a 

a 
a • 
a 
R .  

a 

a 

a 
a 

a) We have rnade . significant improvements 
to custorner service in recent years 

b) Real impi•ovements to customer service 
are,very hard to achieve 

Do you agree or disagree with the following statements abotit thé services your, 
company provides -to your customers? 

STRONGLY • 	NEITHER 	eRONGLY 
DISAGREE 	(1) 	( 4 ) 	 AGREE (7) 

1 	1 	• 1 	1 	1 	• 	1 	1 
. 12 	34 	5 	6 	7 

14.5% 28.2% 12.7% 10.0% 12.7% 15.5% 6.4% 

0.9% 17.4% 35.8% 27.5% 17.4% R = 5.4  s1.1  

.5 ,S.= 1.9 

c) Our employees understand. the 
importance of high quality customer 	0.9% .  0.9% 7.3% 3.6% 25.5% 36.4% 25.5% R = 5.6 S = 1.3 
service 

d) Our business and:profits are not 
particularly sensitive to changes in 	42.9% 26.8% 8.0% 2.7% 8.0% 6.3% 5.4% 	= 2.5 S 1.9 
customer servide 

e) Constant improvements to customer 
service are nècessary to stay 	0.9% 	- 	0.9% 4.5% 10.7% 35i% 47.3% R = 62 S = 1.0 
Competitive 

f ) .VVe have kept up with our competition in 
- 	3.7 /o 6.5 /o 9.3 /o 14.8% 35.2% 30.6% R.= 5.6 S = 1.4 

s  providing high quality customer service.  

g) VVe can do a lot more to improve our 	0.9% 2.7% 2.7% 8.9% 295% 32 1% 23 2% R - 5 5 S 1 3 services to customers 	 ' 	' 	 ' 	' 

•a) The overall level of .service delivered 

b) The way serviCes are delivered 
(methgcls and processes) 

c) The performance of staff providing 
, 	services ' 

d) The service outcomes achieved 

Could you please comment on your main reasons for being either satisfied or 
dissatisfied with the services your company provides to customers? 

National Survey of Work Opportunities for Qualified Young Professionals 

How satisfied aie•you with the service your company provides to your customers? 
NEITHER 	EXTREMELy 

(4 	) 	SATISFIED (7) 
1 	1 	I. 	. 	1 	1 	1 	1 

3 	. 4"5 	6 	7 
1.8% 6.3% 48.2% 33.9% 

4.5% 9.9% 32.4% 43.2%. 9.9% 

3.6% 1 2 6% 43.2% 33.3% 7.2% \ = 5.3 = 0.9 

2.7% 9.8% 37.5% 42.0% 8.0% Si = 5.4 S = 0.9 

9.8% 	= 5.4 $  =0.8  



111 	Improvements to Customer Service 
How Would you rate the performance of your employees currently working in the 	n 
following areas in providing high quality customer service? 

POOR (1) 	ACCEPTABLE (4) EXCELLENT (7) 

1 	1 	1 	1 	1 	1 	1 r 
1 . 2 	3 	4 	5 	6 	7 

a) Management and administration 	- 	- 0.9% 8.8% 30.1% 54.0% 62% 	= 5A S = 05 	4: 

b) Sales and customer service 	 - 	- 25% 102% 26.9% 413% 18.5% it = 5.6 S = 1A 	re  
c) Marketing and communications 	- 	1A% 2.9% 15.4% 39.4% 35.6% 5.8% SI = 5.2 S = 1A 	• 
d) Production of goods and services 	- 	1A% 4.8% 15.4% .  28.8% 45.2% 4.8% i = 5.3 S = lA 

a e) General (all employees) 	 - 	- 	3.6% 12.6% 36.0% 41.4% 6.3% 	= 5.3 S = 0.9 ID 
9: How useful do you think the following improvements would be to enable your 	n 

company to provide better service to customers? 
NOT AT ALL 	MODERATELY 	EXTREMELY 
US EFU L (1 ) , 	USEFUL (4) 	USEFUL (7) 

.1 	111111 	 a 1 	2 	3 	4 	5 	6 	7 
a) Better information about customers 

(e.g.., with a customer data base) 

b) Making better use of Market 
information to meet customer needS 

f ) Improved capacity to serve 
customers in foreign markets 
(e.g., language, culture) 

g) More opportunities for customers to 
provide feedback 

•h) Better information provided to 
customers about your products and 
services 

i) Improved quality management 

j) Faster Service 

2.7% 1.8% 6.3% 18.9% 23.4%  22.5%. , 24.3% 	= 5.2 S = 1.5 

7.2% 18.0% 26.1% 21.6% 21.6% k = 5.2 S = 1.5 

0 

a 
op 

• 
24.5% 10.8% 5.9% 13.7% 15.7% 14.7% 14.7% k" = 3.9 S = 2.2 	I: 

0.9% 4.5°/o 

2.7`Yo 9.7% 21.2% 34.5°/o 31.9% 

0.9% 2.7% 3.6% - 19.6% 25.9% 31.3% 16.1% iC = 5.3 S = 1.3 

a 

- 0.9% 7.2% 25.2% 36.0% 30.6% it = 5A S = 1.0 

15% 5.4% 115% 20.5% 25 0% 35.7% St = 5.7 = 1.3 

- 8.0% 5.4% 15.2% 43.8% 27.7% 	= 5.8 S = 1.2 

c) Closer consultations with customers S.( = 5.8 S = 1.1 about their needs 

d) Easier customer access to staff 	23% 23% 10.0% 27.3% 20A% 20.9% 16.4% 	= 4.9 S = 15 

e) More effective delegation of authority 1.8% 3.6% 10.7% 24.1% 17A% 25.9% 16.1% it = 5A S 1.5 to front-line staff providing services 
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NOTA 
PROBLEM 
(1) 

1 

MOPERATE 	SERIOUS 
PROBLEM 	PROBLEM 

(4) 	 (7) 

I 	I 	I 	I 
2 • 3 	4 	5 	6 	7 

= 3.7 = 1.6 

15.3% 20.7% 18.0% 9.9% 4.5% ic = 4.0 s = 1.7 

17.6% 19.4% 21.3% 7.4% 5.6% = 3.7 s = 1.7 

a 
a 

e. 

a 
a 

a 
a 
a 

e. 
a 

a 
a. 

e. 
e. 

IO 

a 
0. 
a 
e. 
a 
a •  
a 

0. 
a 
a 

10. What would be the most valuable customer service improvements your company 
could make? 

1 

•a) Employee attitudes 

b) Lack of resources for new equipment 
or systems needed to improve 
customer service (e.g.,  computers,  
phone systems) 

c) Need for training of emplbyees 

d) Lack of management commitment 

e) • Lack of personnel to provide the 
optimum  level of service 

f ) Difficulty finding çustomer service 
personnel with the right skills 

12. What are the biggest obstacles for your company to improving customer services? 

National Survey of Work Opportunities for Oualified Young Professionals 

Please rate the extent to which you think the following problems present 
barriers to improving your company's services to customers. 

10.8% 162% 9.9% 36.0% 16.2% 6.3% 4.5% 

11.7% 17.1% 19.8% 22.5% 9.9% 9.9% 9.0% 	= 3.7 s = 1.8 

• 6.4% 9.1% 

34.3% 28.7% 

10.9% 34.5% 22.7% 11.8% 4.5% R = 4.1 S = 1.5 

9.3% 15.7% 4.6% 5.6% 1.9% 	= 2.5 s = 1.6 

g) The cost of significant service « 
iMprovements 

14.3% 19.6% 

13.5% • 18.0% 

10.2% 18.5% 

15.2%  •152% 22.3% 8.9% 4.5% )1 = 3.6 s = 1.7 



a) A lack of general skills sirch as 
language, math and communications  

b) A lack of téchnic,a1 or Specialized skills 
for the job or profession 	• 

c) A lack of enthusiasm and commitment 
to their work 

d) A lack of practical work experience 

e) A lack of good job opportunitias 

10.0% 14.5% 10.9% 25.5% 20.0% 10.9% 8.2% 	= 4.0 S = 1.7 

4.5% 9.0% 10.8% 22.5% 15.3% 25.2% 12.6% k" = 4.6 S = 1.7 

9.0% 8.1% 16.2% 14.4% 17.1% 18.9% 16.2% Y( = 4.4 S =1.9 

3.6% 6.3% 9.8% 16.1% 20.5% 30.4% 13.4% Se = 4.9 S = 1.6 

4.5% 5.5% 15.5% 18.2% 17.3% 21.8% 17.3% 	= 4.7 S = 1.7 

f ) Unrealistic expectations about their 3.7% 8.3% 8.3% 23.1% 21.3% 20.4% 14.8% 	= 47 S = 1.6 value in the job market 

Next, consider the problem Of barriers to jobs for young people frein the 
perspective of the employer. 

NOTA 
PROBLEM (1) 
•1 	1 

1 	2 

MODERATE 	 SERIOUS 
PFlOBLEM (4) 	PROBLEM (7) 

1 	1 	I 	I 	1 
'.34 	5 	6 	7 

8.1% 9.9% 10.8% 29.7% 17.1% 18.0% 6.3% k = 4.2 S  =1.6 ' 

8.0% 7.1% 17.0% 23.2% 16.1% 19.6% 8.9% k = 4.3 S = 13 

13.2% 14.2% 6.6% 26.4% 12.3%  217%'  5.7% k = 4.0 S = 1.8 

7.3% 10.0% 10.9% 22.7% 18.2% 20.9% 10.0% 	= 4.4 S = 1.7 

a 

a 
a 

' 

a 

a 
a 

a 

Ô 
a 

a 
a 

Ô 

a 

a 

Ô. 
a 

a 
a 
a 
a 

a 

a 

ID Human Resource Needs and Opportunities 
for Young Professionals 

rlte 
egmengfaMeng.fi.:. 
ÏÏWW40.#0.0".#0:te: 

13. Please rate the extent to which you think the following problems present 
.barriers to young people who want to get jobs in your industry. 
First, consider the skills and characteristics of the prospective young worker. 

NOTA 	 MODERATE 	 SERIOUS 
PROBLEM (1) 	PROBLEM (4) 	PROBLEM (7) 

I 	I 	• 1 	1 	1 	1 	1 
12 	3 	4 	5 	6 	• 7 

. 	g) The costs of hiring, supervising and 
• training new employees 

h) The costs of salaries and benefits for 
• new employees 

Changing hutnan resource practices 
(for example, downsizing, outsourCing 
and gréater use of contact workers) 

j) The lack of job opportunities in 	. 
your industry for qualified young 
professionals 

ema gxperte.0 
ger, 

siotti 
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18.0% 18.9% 10.8% 23.4% 19.8% 7.2% 1.8% 

16.4% 20.0% 127% 22.7% 15.5% 10.9% 1.8% 	= 3.4 s = 1. 

it= 3.4 s=1. 

17.1% 18.9% 72% . 18.0% 24.3% 10.8% 3.6% 

9.0% 1 0 8% 10.8% 24.3% 21.6% 18.0% 5.4% 

48.1% 15.4% 6.7% 87% 9.6% 6.7% 4.8% 

3.8%*-;:21 

10.8% 10.8% 9.9% 19.8% 21.6% 162% 10.8% 

• 
• 0. 

iv 

a. 
a  
a 
e. 
a 
a 
a 
a • 
a • 

14. How would you rate the opportunities for highly qualified yOung professionals 
to work in jobs in your company related to customer service? 

NO/FEW 	 SOME 	 MANY 
OPPORTUNITIES (1)OPPORTUNITIES (4) OPPORTUNITIES  (7) 

1 	1 	1 	1 	1, 	1 	1' 

	

8.9% 17.0% 17.9% 277% 15.2% 8.0% 5.4% 	it = 33 s r. 1.6 

15. Generally speaking, how do you view the benefits or payoff your company 
receives from hiring young workers in professional or techniçal positions? 

	

EXTREMELY 	MODERATE 	EXTREMELY 
• LOW PAYOFF (1) 	PAYOFF (4) 	HIGH PAYOFF (7) 

	

1 	1 	1 	1 	1 	1 
6.7% 11.4% 67% 30.5% 257% 14.3% 4.8% 	Se = 42 s = 1.5 

Flow would you rate your company's short-term needs  (e g, in the next six 
months) for better skills for the following business activities? 

« 	 NO/LITTLE 	MODERATE 	 GREAT 
, 	 NEED (1) 	 NEED (4) 	 NEED (7) 

1 •  
:-• 	 7 

1 

•-a) C011ecting and organizing irif6rrnatibn 
about your çustoniers (e.g.., creating 
data bases) 	*. 

b) Analyzing existing custOmer data 
bases 	 . 

ea 
a • 
go 

se 
a 
e. 

•

a 
OP • 
a 
a 
a 
a 
a • 
a 
a 
a 
a 
a • 

•c) Analyzing market Tèsearch:to identify . 
better Ways to meet customer neede 

d). Improving quality Management 
:âpproadhes and procedures. 

e) Sewing t'ustomers in foreign Markets . 
 (e.g.; with the appropriate language . 

skills and cultural understànding) 

f) Serving .specialized Custome r . 
segments in Canadian. markets 

g) Consulting with çustOrners'about how 
your.products and services could 
better meet their neèds 

h) Providing better information tà 
• customers about your. products 

and services .- 

: 1) Providing faster and  more  efficient 5.470 113% • service to:Customers,  

=.3,6 S 

1=1.6's•.= 1. 

= 3.5 s= 1.9: 

5.4°k 14:4% 17.1%  127.0%  18.9% 1 5̀4. 4.8 s = 1.8 . 

9.0% 8.1% 7.2% 18.0% 21.6% 26.1%, 9.9% 5c F. 4.5 s = 
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In your opinion, would the following characteristics of a work experience 
program be positive or negative features? 

EXTREMELY 
NEGATIVE (1) 

EXTREMELY 
POSITIVE - (7): 

a) Program.led by the private sector 
and supported (e.g., financially) by 
the public sector . 

b).  Provision of praCtical workplace 
experience 

c) Partial salary subsidy, linked to an 
obligation to hire the worker at thé 

• d) Focus on  non-production activity 
(i.e., Work that might not otherwise 

" get done) 

« e) Program led ancl financed entirely  bÿ  
. .the private seçtor 	' 

f) •Use of 01 dollars to fund Work 
placements • : 

g) Employer pays nô salanj costs  but  
pays for prograrn administration, with • 

• no obligation to hire the worker at the 
•end of the term 

end of the work term ençl of the work term 

. 	3.0°/0': '5M% • 23 ..8%;• 24.8% • 267% .  • 14.9% 	=51s= 14  

0,9% 0.9% 0.9% 3.7% 39.8% 35.2% 18.5% = 5.6 s 1.0 

13.9% 13.9°A; 17.6% 14.8% 222% 11.1% 6.5% R = 3.8 s = 1.8 

10.1% 12.1% 13.1% 35.4% 23.2% 5.1% 1.0% R = 3.7 s = 1.4• 

10.6% 7.7% it = 4.1 s = 1.6 

it=4.9 s=1.7 

7.5% 3.8% 6.6% 10.4% 21.7% 34.0% 16.0% 	= 5.0 s = 1.7 

• 19. How interested would your company be in participating in a program to provide 
work experience to young professionals? 

18. Do you have any comments about these or other aspects of a work experience 
program for young professionals that rnight cause  itto succeed or to . fail? 

h) Program restricted to young  people 	..11.3% 4.7% 

Emphasis oh high-skill jobs 	" 	4.8% . 4.8% 

NOT  AT ALL . 
INTERESTED,: 
(11) 

r: 
• l• 

•:7.3%. .• 9.2% 

SOMEWHAT 
INTERESTED 

( 4 ) 	 
: 1:1 . 

4 	5 
7.3% 33.9% 21.1% 12.8% 

14.2% 27,4% 20.8% 14.2% 7.5% R = 4.1 s 1. 

7.6% 35.2% 20.0% 21.9% 5.7% it = 4.5 s = 1.4 

a 

0. 

 • 
a 

a 
a 
a 
a 

a 
a 

• 
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le 

• .. 	 Background• Characteristics 

20. Dees your organization Operate at '.• 	 n =112 	• 

A Single  location? 	 '  1 	, 41.1% ,  

Multiple locations in Canada?  • 	 .2 	.46.4% 

Multiple locations in Canada and other countries? 	 « 3 	12.5% 	• . 

21. Your location .  is 	 n =112 
• .. 	 . 	 • 

. 	Head office 	 - 	 1 	90.2% 	• 	: 

A division or subsidiani 	 * 	 * 2 	:9.8% 

22. • How *Many  full-time staff does your cOinpany effiplOy? 	 . 

:At your loçation? . 	. 	 1 	1 	1 	1 	915  s = 207.8 

In Canada? . 	 - • 	I 	I 	I 	I 	l 233.5 .s =394.6 

Number Of new hires in last 24 rnonthS 	 1 	Jr ' 1 	1 	11.5  s  =-1  25.9 

,24. ..App.roximately how many of theSe new hireS . hàve been under 30 years of age?' . 

• Number of new hires un,der:30 . in last 24 nionths 	1 -• „  - 1 	'1 	1  ' 	r. 9.0 s= 192 	• 

•
• 	. 	 • 	. 	 : 	 . 

e 251  Torlow .  'Many years 	 - • 	 . 

ae 	26. VVhat is your position within the organization? 	 • n =110 

to 	Owner, President or CEO 	 1 	46.4% 

Senior Manager, Executive Officer, General*  Manager 	 2 	24.5% 

Manager:. Fiuman Resources/Personner 	• 	 • 	3 	20.0% • ‘• 	 . 
Manager: Other areàs of responsibility'(please specify) 	 , 	.4 	6A% 

Other (please specifn;/)  • 	• • 	 r 	 5 	2.7% 

. National Survey of Work Opportunities for Qualified Young Professionals 

23. Over the last 24 months, approximatèly how many new staff has your company 
employed for jobs requiring highly skilled workers: e.g., Management, 
professional, technical positions? (lf you clont know, please circle 999.) 	' 

•.: 23. Over the lest 24 , months, approxuna.tely how:many new . staff has.  your company 

	

win 	jmploYecl fOr jobs. requiring highlY Skilled WorkerS: e.g..*; Management,: 

	

. 	professiOnal, technical positions? . (lf 	know; please .  circle. 999.), 	*: ' ; 

Tor.low . rnany years . . 
Ras yotir firrn•béén operating'? . s Has yoùr firmtéen operatiiig? . . 1111  
HaVe you been employed with this company? • • 	-1-1aVe . yotf been employéd witlithis Company? 	 111  

34.2. 8= 26;4 
• 

ic•=13.4 .s=11.6' 

  ". 	:ic= 34.2. S=.. 29A 	• 

 	• 	= 13.4 s =11.6' 

II • 

• 



.27. We welcome yoLir comments on the topics covered in thiS survey . 

Would you be interested in receiving a brief summary of the results of this survey? 
YES 	NO : n104 

63.5% 36.5% 

if "Yes", please print your name and mailing address below. 

Ontet 

inn tiSt excel):  ta  reelve Doom 
orma  

•••••• 

Poom 
OM 01  

Postal Code: 	  

lnternet/E  mail 	  
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